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1.1.1.  Meaning and Definition of

Communication :
The term ‘communication’ is derived from the Latin.word

«communicare’ which refers to sl.1aring, contril_n‘mpg.
informing, popularising and sprea.dmg. Cgmmunlcatlon
can be expressed as a process in \_zvhlch 1quv1dua]s (t‘wo or
more) share their views, suggfzsnons, CYIdCI‘!CCS, thoughts
and feelings. The individuals involved in this process are

known as sender and receiver.

Communication' is a process which includes the sharing of
information and mutual understanding among = the
individuals at same or different levels. Management of an

organisation uses communication in assigning and .

controlling the employees’ work. Communication offers
help to the workers in achieving their individual goals by
making them aware of the internal as well as external
events which is also beneficial for the organisation. ’

According to Newman and Summer, “Communication is
“an exchange of facts, ideas, opinions or emotions by two
or more persons”.

According to Keith Davis, “Communications is a process
of passing information and understanding from one person
to another”.

According to the American Management Association,
“Communication is any behaviour that results in an
exchange of meaning”.

1.1.2. Nature of Communication

Nature of communication is as follows:

1) Inevitable: Communication is a social and

- psychological activity. If a person is facilitated with
all physical comforts, but is not allowed to read, write,
speak or listen he will become mentally weak and
incapable of performing any task. Hence,
communication is very important.

2_) Continuous Process: Communication is an on-going
process and not an art or a time-based event. It
Includes various events and actions that are
interconnected and dependant on each other.

3) Two-Way Traffic: Communication is said to be
Incomplete unless the receiver is able to understand
the message. So, it can be said that feedback is very
essential for an effective communication. Therefore,
-COmmunication is a two-way traffic instead of one-
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4) Short-Lived Process: It is said to be a short-lived
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1.1.3.

process, because as soon as the receiver receives the
message and understands-it in.the right context, the
communication process is completed. ,
Universal Phenomenon: Communication takes place
everywhere. . Not . only human . beings but birds,
animals, etc., also communicate.,, Hence; it is termed
as a widespread phenomenon. R L
Contextual: Communication always takes place in a
particular context. Similar words may lead to different
meanings if spoken in different contexts. Therefore,
the meaning of communicated words may change
according to the context. y . &
Needs  Proper . . Understanding:, . For  proper
understanding of the message, the message shou!d be
clearly and briefly expressed in words, as the 1.'ne<.11a f(?r
communication are many but the main objectlv.e is
appropriate understanding of the message by the receiver.
Leads to the Achievement of Organisational
Objectives:  Effective - communication leads ! to
achievement of the organisational objectives by creating
a sense of objectivity in the organisation. il o
Eliminates Misunderstanding: Misunderstandings occur
when there is a failure to understand or interpret words or
actions correctly. Communication removes
misunderstanding among people and helps in developing
good relationships. '

Scope of Communication

In management, communication has a very broad scope.
Communication covers all sort of religious, social, economic,
political, financial and cultural activities together to generate
an idea. Scope of communication is described as follows:

1)

2)

3)

In Personal Life: Communication is present
throughout a person’s life and is strongly related to all -
the activities performed by him. Communication is
such an essential part of an individual’s existence as
each person needs to communicate daily with a
variety of people and organisations. Thus, he cannot
move ahead in his life without using communication.

In Social Life: Human beings live in a society and are
social in nature. They build connections with each
other. Communication preserves and makes these
social relations stronger.

In Industry: In an industry, to coordinate and
combine all five aspects of communication (man,
machine. material. methnad)

monev’  and affantiva
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4)

5)

7

In Business: Communication is the foremost
requirement of every business. Without
communication, a business cannot operate. An

organisation can fulfil the demands of the public only
through effective comniunication.

.In Management: The process of management
includes planning, organising, implementing, decision

making and controlling. Communication acts as the -

soul of whole management process.

In Politics: The different forms of communication
include government policies, proposals of political
parties, and the slogans of political leaders.

In Religion: Communication helps the predecessors of
each religion in popularising the values and deeds of

., their religion, as religion is a medium of building trust in

8)

9

10)

“info

the group of supporters. y

In Organisation Behaviour: To build a healthy
relationship among employee, employer, and the
organisation, communication is necessary. This
relation i formed and maintained through formal and
rmal communication channels. : “

In International Relations: As in present era of
globalisation every country shares their economic,
cultural, technological, and various other issues with the
other countries. Some of the national cooperative
institutions that contribute in maintaining communication
all over the world are SAARC (South Asian Association
for Regional Cooperation), European Union, NAFTA
(North American Free Trade Agreement) and ASEAN
(Association of Southeast Asian Nations).

In Industrial Relations: It is well-known that labourers
are the backbone of an organisation. Cooperation of
labours is necessary for the organisation’s Success. It is
the responsibility of the HR department to motivate and
control them appropriately. To fulfil this objective HR
department should create a transparent relationship
between labourers/unions and management. = Thus,
communication is of utmost importance in order to

nurture this relationship.

11) In Decision-Making: Decision-making is a daily routine

issue for both the individuals and the organisations. For
taking best decisions it is necessary to have complete
information about it and communication is the best
source to provide such information.

12) In Publicity: Organisations need to promote  their

products and services through publicity. To ensure
proper flow of the organisational actions through
mass media, the organisations need an effective
communication. Relatively, if the actions are
favourable for society, organisations will take the
advantage of unpaid publicity and this will generate
the goodwill of the organisation at higher level.

13) In Information: It is understood that information is the

essence of communication. People and organisation
communicate to get the information. If there is no need
of information, there would be no communication.
Hence. communication contributes by providing

1.1.4.
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Purpose of Communication

Purpose of communication is as follows:

D

2)

3)

4)

5)

6)

7

8)

To Give and Receive Information: Communication
is used -by organisations to convey the important
information to employees about the goals, policies
and rules through meetings, telephone, notices
emplqyee handbooks, and bulletins. Likewise'
orga.msations also use it to communicate witl;
outsiders such as investors, customers, suppliers
government, public, etc., to make them aware abou;
the_ organisational strategies and efforts either verbal
or in written form.

To Convey the Right Message: Transmitting the
right message to the right person is an objective of
communication. It should also be ensured that the
person receiving the message understands it.

To Provide Advice: Advice can be given on both
personal and official matters. Generally, advice in
business, given by the supervisors to workers is_on
matters related to handle machines and equipment in
the factory premises. Managers also seek expert’s
advice in the matters of taxation, project finance,
quality control, engineering, etc. '

To Receive Suggestions: In an organisation,
suggestions are welcomed to avoid the ambiguity in
communication. It is a voluntary task and sometimes
an anonymous effort. Suggestions act as a form of
feedback and signify a smooth form of
communication. ~Some important  sources of
suggestions are the customers and employees, as they
are in direct contact with the banking procedures and
operations.

To Persuade People: The art of influencing the
attitudes, opinions and actions of people is known as
persuasion. It is an essential goal of communication
and needs efficient speaking and writing skills. Face-
to-face conversation makes persuasion ~ more

effective.

To Motivate People: Motivation is the process of
making people work hard for accomplishing
organisational goals. Humans achieve their goals
because of this motivational force. For this purpose, a
secure, mutually cooperative,  and trustful
environment is required which can be built through

communication.

To Provide Counselling: Counselling is a systematic
and focused activity that needs professional know-
how and objectivity. When an employee faces some
personal or family problem his efficiency and
confidence falls down and thus he needs counselling.

To Issue Orders and Instructions: For getting
things done, manager issues orders and instructions to
the employees. An order is a command to do
something; on the other hand, instruction tells the way
of carrying-out the order. In other words, order
involves giving a task and instruction shows the way to
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1.1.5. Elements of Communication :

Five main elements of communication process are as followsé

1) Sender/Encoder: The creator of idea or the mess:(ljg
is known as source or sender or ch(.)de.r. 'A sen her
could be an individual, a group, or an individual “;i o
might be acting on behalf of a group. The sender
(source) acts as the transmitter of the message.

Message: Message refers to the stimulus that the
sender transfers to the receiver. Messages are made up
of symbols which have specific meaning to both the

parties: the sender and the receiver.

3) Medium/Channels: Channel plays an imponalnt r:)}:e
as means of transmitting the message. Mos}: y,l e
channels are in written or oral form but as technology
is developing rapidly, visual channels are beco(;n:;:i
more popular and common. The telephone an
other various written forms such as letters, mcltmos%
and reports fall under the common channels o

2)

1.1.6. Process of Communication

Communication is a two-way process w
mutually accepted. The communication process

holding a specific objective an .
communication process is shown in the figure 1.1:

4)

5)

hich deals with the exchange . ‘ :
takes place with two participants via a medium that transmits the message

d which is understandable to both the participants, i.cz.,
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Based on the nature of
effectiveness of the

communication.
communication, the
communication can vary.

Receiver/Decoder/Listener: The person who
receives the message, understands it, and interprets its
meaning, is known as receiver. The next element that

comes after selecting the right communication
channel is decoding the message. Decoding has been

done by the receiver.

Feedback: The most significant element of
communication is feedback. In the absence of
feedback, communication will not be effective. The
sender will not be able to verify that the receiver has

understood his message correctly.

Feedback is very important to make communication
successful. It is the reaction, reply or effect of the
information conveyed to the receiver.

and succession of ideas towards a direction that is

the sender and the receiver. The

Noise

é Receiver § » Decoding

: :

Noise

consider the contents that have to be included in the

Noise Noise Noise
Source/ § ; § ol
Sender » Encoding » Channel >

A
Feedback
Noise Noise Noise
Figure 1.1: Process of Communication
1) Source/Sender: The individual, group, or

organisation that starts the process of communication
is known as sender or encoder. The whole
responsibility of communication rests upon the
shoulders of sender. The message can be affected by
certain traits of sender such as experience, behaviour,
knowledge, abilities, perceptions, and culture. If the
message is framed according to the receiver’s
expectations, the acceptance and approval level would
be higher. The source absorbs the idea, frames the
message, chooses the channels or medium, and lastly
decides regarding the receiver.

2) Message: The encoded idea that is transferred by the
sender is called message. It is something that a sender
wanis to communicate or transfer to the specific
receivers. Messages can be in two forms; verbal
which ‘includes written or spoken; and non-verbal
which includes appearance, body language, silence,
sounds, signs, etc.

3) Encoding: It is a method by which idea or thought of

the message is converted into symbols that can be
transmitted. In the process of encoding, one should

4)

5)

message and should also consider that how the
receiver will interpret it and how it can affect the
relationship among the two parties. For example, the
communication done with the infant child is in
encoded form because at that time the infant will
understand the language of gestures and symbols.

Channel: The medium by which the message
moves from sender to receiver is known as channel.
The channel can be mass media which includes
newspapers, radio, T.V., etc., or it could be of
individual use which includes telephone,
correspondence, etc. Importance of message,
number of receivers, availability of the channel,
cost and effectiveness of the channel, etc. are some
of the factors on which the selection of channel
depends.

Receiver: The targeted recipient of a message is
known as the receiver. He receives the encoded
message and tries to decode it by understanding

interpreting, and perceiving the meaning of it as the
sender has transmitted.
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- ding-is :the. stage :-where the receiver

6) zﬁﬁeﬁdefmesmgg. He.inter;?rets and comes

" out with meaning of the message. I“."“'erpret?“g the

. sy{nbols of - the,, message; the- receiver applies his

" knowledge, and experience, or In some cases he ‘may

=" consult with a third pany‘?uthc'mty such as a dictionary

7t qf a, code book. The-re.,chve‘r» 18, not 50 much active in

; the. .process -of \cammunication. but. in this stage, he

.1 becomes more active.’ What the receiver.interprets,ma

be same or different from the actual intention of the

sender; and lf the mation has gone wrong,

chances of misunders - Increases and the process

‘of communication can be hampered. For example, A

 'said toB lplea$§ take your seat. B decodes this and
" ﬁnaél'stapds'th_at'ﬁsaid me to'sit down." " o o

7) - Feedback: At the end,, the, receiver. responds, ta. the

., -cammunjcation that has been transmitted by, the séhder.
«, The interpretation can be done, i

Tt : . c,learll.y,or‘_i_g could: be
«. /based on misunderstanding, of the message, that has beep

. sent..The reaction or response-of receiver to,the sender is
_“known as feedback, - .. . .

MeaeiEg D R o7
8) . Noise; , Noise,-.. is... )tk‘lat;‘...intermption, sin ¢ .the
0 ,ponppupi‘cagipn‘p.r_ocgss which,hindér,s‘édrﬁrhﬁh’ic%t‘ion i
. . .process, It is a negative component, ‘in;c..o'fnm_’urhli(‘:étion
-~ Channel. In, general, noise can be intra:

hani. an be introduced at-any
. /$tage in the process of comm Eot

linication. ey i
1.1.7. 7C’s/ Pringi

ples/ Essentials of
Communication '

The pathway for building a strong relationship is effective

communication; which is unfortunately ignored sométimes.
People ‘use: some specific principles of ‘communication to
write effective messages. They are closely attached with the
fundamental concepts of communication process and play a

significant role in both, the written as well as in oral

- communications. They are popularly known as +7Cs’
namely;  completeness,  conciseness, consideration,

" concreteness, clarity, courtesy, and correctness. These
essentials of effective communication are as follows:

7Cs/Essentials of
Conciseness - o
; Correctness
Concreteness
Clarity
Completeness
Consideration :
Courtesy

1) Conciseness: One should be very.speciﬁ‘c and able_ to
" communicate in least possible words without le.ttmg
go -the virtues of other ‘Cs’ in busme.ss
communications. Conciseness is one of 'the‘.essentlal
conditions to effective business gommunlgallon and a
concise message is complet-e without being .le_ngthy.
Concise message is time saving and less expensive for
both the sender and-the receiver. - :

2)
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By conciseness, one can highlight the essence of
significant ideas by eliminating the needless.wo:dg
When conciseness is pooled with the “you-view , it
becomes more interesting to the recipients. A concise
message values the recipients by not co_nfusmg their
professional lives with needless information.

Correctness: In business communication, the word

- ‘correctness’ means using proper level of language,

accurate facts, figures and words. If the information is
not communicated in a proper manner, the sender can
lose his trustworthiness. Wrong information conveyed
to seniors can hamper the decision-making process
and for the outsiders it can ruin the image of the firm.

.With accurate use of grammar, composition, correct
~words and selecting the right communication level

according to the receiver's level; the correctness of

~communication can be decided. For successful

communication, the use of right tone is very important in

- delivering a message. The expressions that are real and

4)

exact are preferred over unclear and abstract expressions.
3) ..

.. important for a successful communication. It suggests

Concreteness: The concreteness of message is very

being ‘specific, exact, and clear rather than being

- unclear and general. We cannot make diagrams,
- graphs or tables in oral communication to express the

views clearly, but we can use brief and specific words
with support of relevant facts and figures to
communicate the right message. If the message is

precise, the receiver would be more likely to interpret
the message as the sender has proposed.

Clarity: The principle of clarity implies two branches;
clarity of thoughts and clarity of expressions. The

communication process- ‘starts with the thought

generation in the mind of the communicator. The idea
that is to be communicated should be clear in words so

that the receiver can interpret it in the same context in
which it is communicated.

Clarity of expression means that there should not be
any element of doubt in the message. To fulfil this
objective the idea that has to be communicated should
be very much clear in the mind of the sender. It
should be reminded that words itself do not speak but
the speaker gives them meaning. If the message is
precise and specific, it would derive a response from
the recipients. It is also very important that the
receiver should understand the language in which the

communication is taking place, and he should be well- -

versed with the assumptions and‘technicalitie_s of
communication. :

Clarity of thought means that the speaker should be
very clear in his mind about what he is going to
communicate (message) and the reason why he wants
to communicate (purpose), to whom he wants to
communicate (receiver), = when he . wants’ to
communicate (time), and how should he communicate
(medium). When he is clear in his mind, it must. be

expressed through a clear and simple language:. o0 0
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5) Completeness: When a business message is in'cludcd
with facts and information that the recciver requires to
know in order to react in a desired manner, it is
considered as a complete message. With incomplete
message, the receiver may get confused and there could

be a chance of misunderstanding also. To avoid these
situations, use of relevant facts and figures shot{ld be
there in a business communication. When a person replies
to a letter he should answer all the questions. Hence, only
a complete message is called an effective message.

6) Consideration: Consideration usually means the process
of consideration or allowing. For an effecpve
communication, one should think and see from the view
point of the receiver. The sender should fo]lo-w a
benevolent approach and understand the emotions,
“sentiments and the needs of the receiver. In short, the
socio-psychological background of the receiver should

" be understood by the sender. The sender should follow
the golden rule of “First understand then be under‘stood”.

" Consideration simply means trying to put oneself in
receiver’s place and creating messages that has to be
communicated. One should imagine the recipient

. according to their perspective, i.e., desires, problems,

- circumstances, emotions, and their possible reactions.

" By doing so, one can understand the viewpoint of the

recipient. This approach is known as “you-attitude”

which means to understand the human nature by

" putting oneself into his shoes.

Courtesy: The term ‘courtesy’ means the friendly and

caring attitude for others. The communication could be

enhanced with polite manner. It motivates the

7)

participative communication. It plays a more important

role in business writing than that of oral or face-to-face
communication. A message with courtesy, strengthens
existing business relations, it helps in enhancing the social
circle and building goodwill of the organisation. Courtesy
originates from ‘you-attitude’ and it is not always with
the polite terms like ‘please’, ‘thank you’, etc.

When the trustworthiness of the sender has been
recognised, the sender should express himself in a
courteous manner. The word itself depicts the essence
that the sender/speaker should understand the emotions
of the receiver/listener very well. In business
communication, one not only communicates the
information and ideas but also tries to maintain a sound
understanding among the parties, for the growth and
development of the business and to maintain the
goodwill. Courtesy does not always mean to use the
simple phrases like ‘please’ or ‘thank you’, it means to
show gratitude and genuine expressions that come from
respect and concern for the other parties. Courtesy is
the starting and the ending point in business world and
there is lot of scope for achievements if appreciation
and admiration of people are included in the message.

-11.8. Role of Communication
COmmqnicati()n plays a major role in everyone’s life.
Some important -domains where communication is of
utmost importance are given below:

1)

2)

3);. ‘
* open’ comm

4)

5)

6)

.~in promoting

. boon’ both’ for the company -an
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Managing Complex Situations: The role of jnternal

communication is quite significant in the success of

any company. Each department of the company

should communicate effectively for the smooth
operation of the functional activities. If the marketing
or the promotion department is not able to
communicate effectively the needs of the customers
for a particular product, the production or' the
manufacturing department will not be able to meet the
required demands. This will eventually hamper the
company’s growth and the prosperity.

Establishing Cooperation and Understanding: Open
communication is the key to build trust, cooperation,
and team spirit. It helps in.continuous and two way
flow of news and information. Hesitation and other
related factors create unnecessary obstacles and hurdles
ing healthy communications which in turn
the development of the organisation. A
d open'system of communication proves a
d the-employees as it

effectively meets their mutual demands.
Effective’Management of Organisation: A good and

unication helps in maintaining- the pace
ments. Business

jeopardise
healthy an

with business expansions and develop B .
situations are changing at a dynamic pace and it is quite
challenging to stay updated regarding real time
business developments. Every company has its
branches and sister concerns over different parts of the
globe. This requires a strong and effective
communication network for smooth functioning and
understanding of company’s policies and objectives.

Facilitates Cohesion: Globalisation has integrated
different business units all over the world into a big-
family. Efforts are made by every company to.
promote harmony and feeling of oneness amongst the
employees. This would bind them and keep them

united with each other.- Company gatherings promote

feeling of knowingness and bonding between the

workers. Employees feel a sense of cohesiveness by

participating in these gatherings, which in turn

increases their attachment with the company.

Developing Positive Company Image: Company
environment plays a very prominent rcle .in
establishing a positive image of the company in the
market. Effective communication increases employee
performance which leads to very few retrenchments
and layoffs. This also helps in boosting the reputation
of .the company. The long association of the
employees with the organisation speaks about strong
internal communication of the organisation.

Increases Profits: Company losses are minimised
and repetitions are reduced with the help of efficient
communication network. Further, company’s profits
get increased when unnecessary repetitions are
decreased. Communication also helps the company in
acquiring knowledge about cheaper sources of raw
]I their goods

materials and about newer markets to se 2 -
If » common form message is_to

and carvirec




16

7)

8)

created for the entire office, it can be done by one
employee and circulated t(? the rest of the offices for
their use. This way money is saved and so is time.

Hence, a good communication is a time and money
saver for the industry. If the channels of the
communications are maintained and developed
properly, the profit is bound to go high thereby
reducing the losses considerably. If the entire
organisation follows a common network of

communication, the company can efficiently attend to
the needs and demands of the market.

Fewer Layoffs: An open communication system can
help in decreasing the level of employee turnover. The
management listens to all the grievances of the
employees and the employees are also free to discuss
their problems with the management. This helps in
building confidence and trust between management and
the employees, which results in fewer layoffs. Long-
term association of the employee with any organisation
works favourably for its growth and development.

Better Customer Interaction: The chances of having
a favourable relationship with the customers become
very bright with strong and effective communication
channels. The company under such circumstances is
able to attend the customers and see to their
requirements in an efficient manner. This promotes
harmonious relationship with the customers.

Ease of Information Collection and Dissemination:
Internal communication helps to maintain and
strengthen the unity between various departments.

Correct processing of information at the correct time

decreases the level of unnecessary botheration.

A proper flow of the information helps in providing

efficient customer service as well as after-sale service.
It can be from procuring of the raw material to the
finishing of the product. In the absence of appropriate
communication, the chances of delayed production
can harm the reputation of the company.

1.1.9.

Characteristics of Successful

Communication

The following points reflect the characteristics of
successful communication:

1)

2)"

Clarity of Purpose: Communication is generally
undertaken with specific purpose in mind. The aim or
purpose of having a communication should be clear to
both the sender and the receiver. There should not be
any confusion about what one wants to achieve through
a communication process. Hence, there should be
clarity of purpose before sending a message.

Known Target Audience: The sender before sending
any message gathers information about the receiver so
that he/she can deliver a good quality message. The
message should be properly addressed as well as
focused on the targeted audience. If a good message
full of bright ideas reaches to a wrong person, then it
loses its value and the entire exercise gets wasted.

3)

4)

5)

6)

7

8)

9)

MBA First SEMESICT (DUSIILS Lulinuuinvuuviy v 1y

te Information: The main purpose of a
?om‘:;ication is to pass on the properdand C;mect
information to the receiver. The sender o the
information must be well-versed ?bout the mes;age
content and should be able to appreciate the nature of the
communicated message. The sepder should sc?nd the
message according to the expectations of the receiver.

Effective Planning: A communication process can pe
useful and fruitful only if it is properly planned. While
planning a communication message, the sender should
consider the content, words, desired feedback, result,
and so on. In absence of a proper plan the
communication process loses its effectiveness.

Extreme Feelings should be Avoidg(_l: The sender
should check his/her feelings while writing a message.
Negative feelings like anger, frystratxon and
depression should not be incorporated in the message
as they generally lead to distortion of the intended
message. The sender should bear in his mind that the
words once communicated cannot be taken back.
Hence, a message sent in a fit of rage can do
considerable damage to the relationship between the
sender and the receiver.

Sincerity: The process of communication should be
carried-out with sincerity and honesty. One should never
try to mislead or manipulate the message in order to cheat
its receiver. If the trust of the receiver is lost then the
message loses its credibility.

Time Factor: Time plays a very important role in any
communication process. The effectiveness of a
message greatly depends on proper speed and timing,

A message becomes more effective if it is sent and
received at the right time.

Appropriate Communication Channels and
Modes: Selection of types and forms of
communication depends on the situation in which the
message is send. However, the quality of
communication is decided by the type of methods and
aids used in the communication process. Sometimes
the sender may use oral communication instead of
written communication. Sometimes a telephone call
may be more appropriate than sending a letter.

Cost Consciousness: Monetary aspect should also be
kept in mind while sending a message. Both direct
and indirect costs are associated with the
communication process. However, this cost varies a
lot depending upon the type of communication aid
used. Communication is a continuous process and its

expenses can become quite significant, if not handled
on time.

1.1.10. Importance of Communication
in Management
Communication is an important component of the

management process.

To get the work done, it is

necessary for every manager to communicate with others.
Hence, it can be caid that cherace AfF an Aecanicatian
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grcatly f
significance of communication 1§

1)

2)

3)

4)

5)

6)

7

8)

9)

effective  communication.
as follows:

Basis of Decision-Making and Planning: For
planning and decision-making communication is very
important. The quality of the decision taken .by‘lhc
management is based on the quality of communication.
Communication helps the management in gathering
information which is necessary for decision-making. In
addition, the subordinates are also required to be made

aware of the decisions and plans of the management.

Effective communication aids in appropriate execution

of the plans and policies of the management.

Ensures Continuous and Efficient Working:' Efﬁc'icnt
and continuous flow of work in an organisation 1s carncd_-
out due to communication. Communication makes it
possible for the managers (0 modify am! regulate the
activities of the employees towards the required path.
Ensures Proper Coordination: Communication helps
in uniting the actions through interchanging thoughts
and information for achieving a common objective. It
also promotes coordination and brings people together.
fficiency: A manager’s
pabilities to communicate
the organisation.
he management
issues,

depends ~ upon

Improves Managerial E
efficiency depends on his ca
effectively with other employees in
Communication makes it possible for t
to communicate its aims, requirements,
instructions and orders in order to allocate jobs and
duties and assess the performance of the subordinates.

Promotes Cordial Industrial Relations: Besides
developing mutual understanding and faith among
employees of the company, effective communication
also facilitates cooperation between the employees
and the employer.

Helps in Establishing Effective Leadership: In
absence of effective communication between the
employer and the employees no leadership activity can
be camied-out. Communication helps in developing
effective leadership and brings the leader (manager)
and followers (subordinates) close to each other.

Motivates and Boosts Morale: It is through
communication that transformation is brought about in
the behaviour of the employees and the resulting
changes are observed in their activities. Communication
helps in uplifting the self-esteem of the workers and
motivating them to accomplish the organisational goals.

Ensures Effective Control: Communication is used
as a tool for effective control. Activities like
communicating plans to the juniors, measuring their
actual performance and informing the top
management about it, taking remedial actions to
accomplish the desired objectives cannot be carried-
out without efficient communication system.

Provides Job Satisfaction: Job satisfaction among
workers is developed through effective
communication. It raises the level of confidence and
mutual trust between the employers and the
employees. Thus, communication plays an important
role in achieving job satisfaction.
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10) Facililaltzs Democratic Mana
Communication allows workers to panic?ﬂ?e".‘:
msz\gcmcnt by involving them in the d[cu::'c' o
making process. Hence, communication is nccel:mn-
for democratic management in an organisation ool

1.1.11. Communication Structure in

Organisation

In any organisation, the efficiency of a communication
system is tested in terms of its right and quick delivery
without the loss in its data or content. This simply means
that the information should reach in its intended form to
the receiver. Such an efficient message delivery system
helps the organisation in developing integrated and
coordinated team of workers and also helps them in

realising their organisation goals.

There is an efficient network of communication in every
organisation through which a message is conveyed at
different organisational levels and to the concemed
executive heads. The communication flow depends upon
the hierarchy of the organisation structure. This flow of
information in the organisations is depicted through the

organisational pyramid (figure 1.2).
Board of Directors

Managing
Director

ﬁanior Management >
/ Middle Level Managementl

N\
AN

AN

Senior Supervisors

First-Line Supervisors

Employees/Shop-Floor Employees

Figure 1.2: Organisational Pyramid

Vertical Communication

Almost .all the organisations have a clear set of
communication channels. Firstly, a decision is taken in the
boardn?om and from here the concerned message is sent to
the senior level managers. They go through the language and
contt'enl qf the message and bring upon the necessa;y sfeps in
'makmg it more comprehensible, acceptable and easy to
1mplemenl by the organisational members. In big companies
there is a special departiment which ensures that the message
Pa}s:\es through different organisational levels and is
;1:‘: p;\:;iflllge(g) :(y 2.111 thf: employees. These managers remain
company ‘The ;;;u '\Vl'lh each and every employee of the
. ab.l y are cap.able people who are aware of various

eds, able to give guidance on matters related to policies

guidelines and infrastructures. ,

1.1.11.1.

(lj-lowever, despite of all this, if the organisation has many
}::partments and there are different layers of management
then the top managers find it very difficult to send the
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message across to the lowest level and shop floor employees.
In such a situation, the flow of information tends to be slow,
gets distorted and takes time to be acknowledged or reacted
upon by all the employees. The organisation may have to
bear high costs due to the delays caused by these distortions.

1.1.11.2. Horizontal Communication

Horizontal communication or peer communication is

required by the organisation in the following cases:

1) Geographical Organisation: A large organisation
which is usually spread out in different geographic
areas or divisions. Such geographical divisions are
often allotted a letter or number. For example, there is
a ‘G’ blast furnace/forge that has its own division at
TISCO (Jamshedpur). This division has its own
hierarchy of employees and executive managers. Other
furnaces at TISCO also have separate allotted numbers
and are located separately with their own divisions in
the vast site of TISCO. Some other divisions such as
those of ‘Research and Analysis wing’ carrying out the
work of development also have the divisions of quality
control and so on. These divisions remain in touch with
one another through different types of seminars,
conferences as well as meetings. In these events
information is freely exchanged which gives a sense of
belongingness to a common organisation and thus helps
in inculcating a sense of unity in the employees.

2) Functional Organisations: Generally, it is seen that
there are many divisions in an organisation whether it
is an industrial or business organisation. These
qivisions are made on the basis of functional areas
like production, marketing, finance, human resource,
sales, etc. All these divisions despite working
separately remain connected through interpersonal

MBA First Semes(cr (Busimess Communication)

communication. Hori.zont'nl Commsplcation helpg the
organisation in coordinating W.llh ifferent run?‘iona|
arcas. The importance of hon‘7:onml comm_“"'caliq
has increased with the growth in the Orgf‘"lsa(ion i
terms of technology, large-scale production, Qualiy,
checks, R&D activities, etc.

The task of production of gooqs involves a |0ng_ Procesg
which begins with the selection of raw materials ang
continues till the completion of good.s Or services
Effective flow of information is essential for Smootp,
functioning at each stage of production. lf there m an
problem in the smooth flow of work'-related mformatlon, it
will surely affect the organisation in terms of productigy,
efficiency.

An undisrupted connection in the flow of work within an
organisation can be maintained only through the Proper
horizontal communication channel, so that each division g
directly linked with each other.

1.2. 'CLASSIFICATION =

COMMUNICATION. =~ .~ =

The management of organisational communication process
constitutes different elements. Several kinds of messages
which are quite difficult to draft or construct are a part of
organisational communication.

However, communication can be categorised in the
context of association it creates, or sender or receiver, or
the mode of transfer. Hence, the pattern of communication
can be classified into following three ways (F igure 1.3):

Classification of Communication

I

[

I 1

On the Basis of
Organisational

On the Basis of

On the Basis of Way

Direction . i
Strachive of Expression
[
| |
FO@a] Informal
Communication Communication/
Grapevine
Vertical Horizontal Diagonal
[ |
Downward Upward
Communication Communication
[ | |
Oral Gesture Written
Communication Communication Communication

Figure 1.3: Classifying Communication
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Formal communication, and & ypes:
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1’2'1_1, Form_al Communicatio
\ kind of communication accomplisheq
!hni" of command is known as form
corma] communication is a method of
: gcnera“y controlled and directed b
n‘mnagcrs of a company.

asis of Organisational

n Network

through 4 proper
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y the e¢mployees or

ormal communication is carried-out
Organisational hierarchy. Communicatiop is carried
-out

through formal cham?els. that are the well-known offici
Positions in the organisational hierarchy, -

keeping in ming the

In order to put org'fmisational communication jn
to ensurc the uninterrupted, correct
information as and when required, the
intentionally created. It can either be in
licy) or in oral (speech, meeting) forms, Many organisat
maintain written records of formal ora] communication in (i;,ls
form of copies of speeches, minutes of meetings, e

1N sequence and
and in-time flow of
communication path is
written (memo, report,

Characteristics of Formal Communication

Formal communication has the following characteristics:

1) Written and Oral: The formal communication éan
be either of the two types, i.e., oral and written. Day-
to-day activities are carried out with the help of oral
forms of communication. Whereas, the policy matters
are communicated through written forms.

2) Formal Relations: Formal communication is used
between those individuals who have formal relations
among them. This formal relationship between the sender
and the receiver is generally created by the organisations.

3) Prescribed Path: A pre-defined path or channel is
followed by the formal communication in the course of
its movement from one individual to another. For
example, a member of operational level staff has to
take the help of his immediate supervisor if he wants to
put forth any issue in front of the departmental head.

4) Organisational Message: Formal channel of
communication does not deal with personal messages. It
conveys only the messages of organisational purposes.

5) Deliberate Effort: Formal communication channel does
not establish on its own but sincere efforts have to be
made for it. The efforts for designing the channel should
be in synchronisation with the organisational objectives.

Types of Formal Communication _
Single or multiple channels can be considered as the basis
for developing a formal communication netwqu or
channel. These different types of formal communication
channels are as below (Figure 1.4.):
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Jory fip A

Single Chain Wheel Circular Free flov,
Figure 1.4: Types of Formal Communication

D Single Chain: This kind of formal comml.'mcan'm:
channel prevails between a subordinate and his S.cmon
official. Since there may be a number of levels 12 r:h
Organisation, each individual within those levels 18 bohc
superior as well as subordinate, except the person at t

- PET L an
top or bottom. The flow of communication ann be
organisational hierarchy through a single chain €

@ y & xtremely

systematic and easy to manage; however, it is €
unproductive and time taking activity.

2) Wheel: Under the wheel channel of comml.mhlcatlon(i
all subordinates working under the supervision ar;
directions of one superior communicate through only
their senior as he is the ‘hub’ or effective centré of the
wheel. In this channel, there is no horizontal
communication as none of the subordinates are
permitted to communicate or be in contact with ead;_
other. The major disadvantage of this channel o
communication is lack of coordination.

3) Circular: Circular type of communication moves na
circular manner. In a circular channel, eve.ry
individual can be in contact and commu.nicgte with
two persons adjacent to him. The communication flow
in this channel is very slow and laggard.

4) Free Flow: In free flow channel, each and every person
is allowed to communicate and be in touch Wlt_.h :‘my
person in the organisation. As a matter-of fact, it 1s a
very adjustable and informal system. Basically it 1s an
unstructured channel of communication.

5) Inverted V: Under this channel of communication, a
person is permitted to communicate with his
immediate senior and his senior’s senior. In the
subsequent condition, the subject matter of
communication is specified. In this channel the flow
of communication is quick and effective.

Advantages of Formal Communication Network
Following are the advantages of formal communication
network;

1) Maintains Authority of the Officers: There is a
sustained and persistent association among the seniors
and subordinates under the formal communication
network. This maintains a decorum and righteousness
of the line executives. Formal communication aids in
affirming the authority of line executives over their
subordinates. These executives are accountable to
their superiors and are responsible for getting the
work done from their subordinates.

2) Provides clear and Effective Communication:
Under this communication network, the subordinates
and their superiors are in direct contact with each
other. Both the managers as well as the subordinates
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can apprchend the emotions, tendencies,
compctencies, cte. of cach other. Superiors  can
comprchend the exact time and situation when their
subordinates require a particular picce of information.

3) Maintains  Systematic Information Flow: In
formal communication, there is a direct contact
between  the subordinates and  their immediate
bosses. This helps in developing an effective level
of understanding  between  them.  And
communication is more fruitful and worthwhile.

thus

4) Develops Strong Relationship: A subordinate is not
well informed and does not have much knowledge
about the company and the issues faced by the
company but a superior is in a better position to find
remedial measures easily for organisational problems
as he is more informed than that of his subordinates.
This helps in maintaining cordial relations between
the superiors and their subordinates.

Disadvantages of Formal Communication
Following are the disadvant
network:

1) Increases Workload: Formal communication
increases the workload of the superiors. Their
workload increases as every picce of information is
conveyed through them and they acts as a channel of
formal communication. As a result, the line superiors
are left with almost no time to successfully execute
other functions of the organisation.

ages of formal communication

2) Affects Formal Relationship: Generally, in case of large
business enterprises, communication between top level
officials and subordinates at the lowest level of
organisational hierarchy is quite rare.

3) Dilutes Accuracy of Messages: Messages forwarded
from the top level to the lowest level of the
organisational hierarchy are often diluted in terms of
the accuracy of the message. This happens because of
colouring and filtering that takes place at the middle
level of the hierarchy.

4) Decreases Pro-Activeness of the Message: Each and
every incidence or occurrence in a firm cannot be
predicted or anticipated. Thus, actions necessary to
handle such unexpected incidences cannot be formalised.

1.2.1.2. Informal Communication Network/

Grapevine

The communication that is beyond the realm of formal
communication is known as grapevine or informal
communication. Informal communication does not
function in the lines of authority like formal
communication. It is all about communal relationships
among the members of the organisation.

The general manager of a company can be in touch with the
workers or employees working at the bottom of the hierarchy
and can communicate the relevant information directly to
them without the assistance of any middle level official.
Informal communication can be understood as the genuine
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need of people to communicate with others WhCI:\ they Meg
cach other frequently. When PL""P'C W})rkmg in
organisation meet and communicate directly. it automaticy)
leads to formation of a small group. The communicmi(.,n
system developed by such a group is (gnncd as informy
communication. Informal communication is mostly oral by, it
can be in the written form also. Considerable use of imCmct
and e-mail facilities across the globe has increased pop“'m'ity
of informal written communication.

Characteristics of Informal Communication

Informal communication possesses positive as  we]] as

negative characteristics; some of them are as follows:

1) Complements Formal Channel of Communicaﬁ(,n_
Informal communication supports the formal flow 0;-
communication, no matter whether the infOl’mation is
flowing in downward, upward, or horizontal directjoy,

2) Transmits Information at a Faster Pace: Informmi(m
moves at a greater speed through informal Channg|
than that of the formal channels of communic ’

: T atiop
Unlike  formal communication, the infonmi
communication is based on the personal orientatigy

which in turn makes the informal system of inform

: s atio,

dissemination faster. Speedy communication ca:
provide various advantages to the organisation,

3) Spreads False Rumours and Destructiye

Information: Informal communication is very less
likely to be used in the direction of achieving
organisational objectives. This is due to the reas();
that it proliferate the gossips and hostile informatiop
in the organisation. Rumours sometimes may benefit
while the other times it may hamper the process of
achieving organisational objectives.

4) Both Written and Oral: Though informg
communication has a tendency to be conducted orally,
it may also take place through handwritten or typed
documents. However, in modern organisations that
depend totally on computers, the messages are usually
transmitted with the help of computers only.

5) Less Accurate: Informal communication is under-
judged as less accurate because it makes the error
look more intense, which in turn overshadows the
numerous accuracies of it. In addition, even small and
few mistakes in informal communication result in the
change of meaning of entire communication.

Types of Informal Communication/Grapevine

There are different kinds of informal communication or

grapevine, which are enlisted below:

1) Single Strand Chain: In this type of informal
communication, a chain is formed. For example, Mr.
X tells something to Mr. Y and he tells it to Mr. A and
so forth which goes down the line across the group.
Single strand chain type of communication is ra{cly
correct and error free. It rarely passes on the right
information.

O Ox0RO0,

Single Strand Chain
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Gossip Chain: Under this chain, g perso aal
publicly and informs cveryone about the in(‘(‘, n, fpc.ukt;
or she has acquired. Usually gossip chain s u:l]lll::(l,)n* h?
crson wants to convey a message which is not ml::";
with work but is otherwise interesting to know by nlh‘cr‘;

Opos

Gossip Chain

3) Cluster Chain: In this type of chain, ‘A’ tells

something to a few selected individuals and oth
also relay the information selectively others

T

Cluster Chain

4) Probability Chain: Under this type of informal

communication, people who are transferring the
information are neither interested nor they are
conceme_d about the people to whom they are
communicating the information. They just pass on the
information in a haphazard manner. And those people
also in turm tell everyone in a random order
Probability chain is established when the datz;
transmitted is quite interesting but rather unimportant.

Probability Chain

Advantages of Informal Communication/Grapevine
Informal communication offers many benefits to the
people and the organisation as a whole, which are
explained below:

1) Safeguards Emotions: There are several issues in an
organisation which causes anxiety and concern among
the employees. Promotions and retrenchment are such
issues that cause stress and agitation amongst the
employees and become a phobia for them. When a
colleague talks to them, they can share their emotions
with him which reassure and relaxes him. Hence,
informal communication screens and protects the
developed emotions of juniors or assistants.

4)

5)

Disadvantages of Informal
Informal communication or g
disadvantages, which are discuss

D

2)

3)

4

5)

- .yine
Unity? GrP% rhe
y and = mployce™

1S

Organisational Harmon
indicates the interest among .;nn*C"“
grapevine process creafes ,h the emb’
organisational harmony cven ““m'L.; thems
talk  and commum:c;nc :\m-on'gl-;l s
Therefore, if grapevine is used |‘n. 'Cnn‘ jence
then it can boost an employe® ®
esteem, and morale.

nncl.‘i: Fo

Supplement to Other Cha 5
communication are not always infor
convenient to convey messages 4
Sometimes it is inadvisable 10 cof
information through formal mC‘f“s -(l:ch con
Hence, grapevine can be used 10 :n'\tion.
quick and efficient transfer of infare: mislending

Quick Transmission: Gossips
information can spread at the $
similar way, information ina g i i
rapidly. Hence, the moment €€
conveyed cleverly as a "top secret
grapevine, it reaches every other memoe ;
Feedback: The top management recelV:» e
feedback  from employees througmem g
communication. This process helpsqSicr o 2
acquainted with the employees 10 ar; e‘ctions
keeping in mind the various fun
organisation.

nmunicat®
n

ditions

of the

;jon/Grapevin¢

municat s
Com fee. TS certain

rapevine a
ed below:

t serious disadvantages of

Distortion: One of the mos! . ! Gmpevinc
informal communication 1S distortion. St e
uncalled for and

spreads unwarranted,
information which can
employees. It may perhaps condem
immoral intentions on the most modest and d

people.

be obstructive for_ the
n the most evil and
ignified

Information is likely to.be
ted because information

dered incomplete.
peed with which

an be detrimental
1g Messages

Incomplete Information:
misunderstood or misinterpre
in grapevine is generally const

Destructive Speed: The rapid s
information travels in a grapevine ¢
and obstructive. Any rumours or misleadir 2
can spread and cause far-reaching damages before 1t
reaches the top management and they are able to take
any corrective measures.

Leakage of Information: Top management should be

very careful and cautious while using informal
communication because the grapevine often leads to
the disclosure of sensitive and confidential
information.

Lack of Authenticity: Generally, information

tmm.sfcrred through informal communication channel
is trivial talk or gossip without any supporting proof
and evidences. Thus, it is not authentic and sound. It
that event, the information loses its alxtllentic;ty o



1.2.2.  On the Basis of Direction D

The flow of communication in an organisation can be in
two different ways namely: intra-scalar or inter-scalar.
Inter-scalar communication can be defined as a flow of

communication between  two people at different
managerial positions.

Moreover, when communication travels from subordinate to
superior, i.e., from lower level to higher level of organisational
hicrarchy, it is termed as upward communication. When
communication travels from superior to a subordinate, i.e.,

from higher level 1o lower level of organisational hierarchy, it
is termed as downward communication.

Intra-scalar communication can be termed as a flow of
communication between pcople at the same managerial

positions in an organisation. It is also known as lateral or
horizontal communication. Communication can be
classified into different types on the basis of direction. The
classification can be explained as under:

1) Vertical communication,
1)  Upward communication
ii) Downward communication.

2) Lateral or horizontal communication, and
3) Diagonal communication.

1.2.2.1. - Upward and Downward (Vertical)
Communication

Flow of information either in an upward or downward
manner is the result of vertical

) communication.
Communication runs

from higher level, ie., top
management to lower level, i.e., employees working in a
business enterprise or vice versa (Figure 1.5).

Managing
Director

Z Divisional \
Managers
Downward
Departmental Uptpard
Heads
Middle Level
Executives

Lower Level
Executives

Z Operative Employees —\

Figure 1.5: Vertical Communication— Upward and
Downward

Generally, it is more difficult to communicate directly
when a number of people are involved. In such a case, an
opinion leader or third person besides the two groups

primarily involved is necessary to convey the information
to the bottom level.

There is a high probability that messages under such
conditions may get completely twisted or distorted while

they travel from one person to another. Different types of
vertical communication are as follows:
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Upward Communication: Upward commum.;mion
flows along the line of authority from lower ‘QVel
workers to the high level executives through midd]e
level exccutives. It is just. the reverse form of
downward communication.

Organisations  from democratic  and p““iCiDﬂlivc
backdrop usually conf~rm to upward communicmioh.
Apart from the chain of commgnd, lhg convention,
mediums of upward communic:'\llon are _](‘ll'nl settin of
goals, exercising open-door policy, suggestion systemg
morale questionnaires, complaint systems, the grapey;
the ombudsman, appeal and grievance methods,
meetings, exit interviews, counselling sessions, etc,

nNe,
grOLlp

There are two forms of upward communicatig,
which are as follows: !

i) Feedback of Information: In this type of
upward communication, subordinates transfe, a
message to the top management as a reply tq the
original communication made by managemen;.

ii) Voluntary Communication: Volun
communication flows from subordinates ot
management with a view to convey their Opinion,
feedbacks, complaints, disapproval, suggestions, etc"

Advantages of Upward Communication
Advantages of upward communication are as follows:
i) Subordinates get the necessary inputs such as

opinions, suggestions, etc., from their seniors
about job related matters of the Organisatiop
under the upward communication system.

iil) Cordial and affable relations are established dye
to upward communication system. This System

belps In initiating favourable working conditiong
in an organisation.

iii) Under this system, the superiors or the top
management can distinctly comprehend apg
follow the actions which are necessary to be done
and avoid those matters which are not beneficia]
for the organisation. This is possible because the

subordinates can convey their responses to the
superiors in this system.

Upward communication system allows lower level
staff to express their attitude or opinion to upper
level staff. As a result sub-ordinates are influenced
to work more towards fulfilment to target.

Disadvantages of Upward Communication

There are few drawbacks of upward communication,

which are listed below:

i) Due to several reasons, the lower level staff is often
hesitant to participate in upward communication.

ii)) The entire communication system can get distorted
because sometimes the subordinates are not ready
to convey the information to the management.

ii1) Subordinates tend to alter the correct information

in this communication system. Hence,- the top

management is unable to make sound décisions.



longed and very slow flow of infofmation o
l:“) 3)[$cxéc1ltivcs is one of the most significant
the > /
drawbacks of this system.

iv)

ward Communication: It flows from top level
y Down ent to lower level staff. This type of

managem ation flows from the CEO to the employees
mmmunllc‘ﬂ Downward communication moves the
(figure .w;;y. ie, it is the reverse of upward
opposite ication. Tt flows from superior officialg to
com!g‘:‘"‘[c level staff. It moves from divisional head to
§ub9,-dluf;| unit heads and from head office to different
mdth; of the organisation. Downward communication
bi'imge éxplained with the help of various examples such
can vork related orders, business goals and o
nsn;rs from General Manager/CEQ’s desk,
:_fn:ferences, newsletters, motivational letters, etc

bjectives,
business

r Downward Communication |

Written Communication Oral(;ornrml%
Instructions Instructions
Memoranda, letters Speec_:he s
Hand books, pamphlets Meetings
Policy statements Telephone
Procedures Loudspeakers
Electronic new display

Figure 1.6: Downward Communication
Advantages of Downward Communication
Downward communication  is beneficial
organisation in the following ways:

i) This system encourages lower leve

and employees to enhance their prod
performance.

to the
1 personnel
uctivity and

ii) The lower level staff gets acquainted with various
business policies, plans, method of work, processes
and programmes and other critical information for
conducting business activities. This system also
helps the staff in performing their routine activities.

_ related activities of man
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ard communication.

D}'{Z‘:gvan:?cgcs ‘;f DOWn.WS.lrd Communication
COmmuni;'lti()n c»y limitations  of
i ¢ Which are as follows:

i o .

) The essential information or message is not
conveyed op time,

) A sense of

; . Opposition or unwillingness is
Involved in this system.

downward

1) The message is generally twisted and distorted.
There is alwa
Information du

" ¥s a risk of losing significant
ring conveyance.

The message s
unburdened.

1.2.2.2. Lateral (Horizontal) Communication
Communication between the various departments working
at the same Jeve] or between employees in the same
departments Wwithout any kind of superior-subordinate
relation is known as horizontal communication.

It is also termed as lateral communication. Hence,
Communication that flows among people at the same level

in the organisation is known as lateral communication as
shown in Figure 1.7.

V)

either to be loaded or

The fundamental objective of horizontal communication is
maintaining proper coordination between different but

y departments of an organisation.
Oral or written are t

he two channels through which
horizontal communication can be transmitted.

LManaging Directo?l

li)ivisional Manager (Steel)1 <

Deptt. Head Deptt. Head Deptt. Head
(Productio”) ™  (Finance) (Marketing)
DI I e L P SO >

-

> LDivisional Manager (Cememﬂ

Deptt. Head

Deptt. Head  Deptt. Head
(Production) (Finance) (Marketing)
D e LT TRt >

Figure 1.7: Horizontal or Lateral Commuuic.ation
[(-====--- ) Denotes Horizontal Communication]

Advantages of Horizontal Communication

- Horizontal communication provides following benefits to

&

the organisation: i
Irgnproves Understanding: H%“i?ﬂ:]a;
communication helps in refining and gf an
understanding among the emp loyee
organisation.

. ts can
Various employees from different dep?]nmhz?izontal
execute. their work effectively throug
communication system.

2) Enhances Coordination: Coordination and bonding
between employees from various departments

becomes more powerful when direct communication

is acknowledged and vertical channels are eliminated.

Increases Productivity: Horizontal communication
resolves and lowers various issues and
misunderstandings among different departments of the
organisation. Cordial relations among members also
help in increasing productivity levels of employees.

3)




4) Raises Confidence: Mutual understanding  and
harmonious working environment increases the level

of confidence of the employces.

5) Teamwork: Teamwork is quite significant for certain
explicit organisational goals. Horizontal
communication is indispensible for effective and

successful teamwork.

Disadvantages of Horizontal Communication

Horizontal communication provides

disadvantages to the organisation: o

1) Lack of Control: Horizontal communication can
create difficulties for the management, if exercised on
a large scale. Increased horizontal communication can
be very inconvenient and difficult to control.

2) Conflict: Even though horizontal communicalion' pas
outperformed vertical communication by permitting
direct and open communication between cmplgyecs, it
may create situations that lead to inter-personal disputes.

3) Time Consuming: There may be delay in
implementation of decisions taken by top
management because of communication accompanied
with vertical directives.

following

4) Lack of Discipline: The decorum of the organisation
is adversely influenced as there are no dictatorial rules
and regulations expected to be followed in this type of
communication.

1.2.2.3. Diagonal Communication or
Crosswise Communication

Diagonal communication involves the horizontal flow of
information amongst employees present at different levels
having no direct reporting relation (figure 1.8). In order to
accomplish organisational objectives, the management
commonly uses suci: type of communication for
improving coordination of activities amongst employces
and for improving the speed of information transfer.

The management should take into consideration the fact
that a notable amount of corm:rtaication does not follows
the hierarchy within an organisation but simply advances
past the formal channel of communication.

l Diagonal/Crosswise Communication ]

4/\

Oral Communication Written Communication
Informal meeting Company newspaper or
Formal conference magazine
Task teams Bulletin boards
Project organisation meeting General notices etc.

Figure 1.8: Diagonal/Crosswise Communication

Advantages of Diagonal Communication

Advantages of diagonal communication are explained

below:

1) Direct Method: Diagonal communication is
relatively easy and uncomplicated as compared to the
assigned channel of communication. It is a direct
medium of communication.

2) Preferred Method: Diagonal communication
preferred as the method of communication by SeVerls
organisations. ' q

3) Speedy Communication: ' This type
communication enables quick  transmissigy, of
information from top to bottom and vice versq.

4) Better Coordination: Various departmentg of
organisation arc well coordinated and synchroniseg ddn
to diagonal communication. Every department of ac
organisation is attached an('i lin'kcd with each Olhe:
hence diagonal communication increases Coordiﬂatign'
among organisational departments wl'nch in turn resul,
in smooth functioning of the organisational activitjeg

5) Enhance Efficiency: In diagonal communicatig,
employees get prompt r_cply to th.elr dOElbts an(i
questions from their superiors which in tgrn improye,
their efficiency levels. This is not possible in Othey
types of communication as it may take one or twg
weeks to get feedback of their queries.

Disadvantages of Diagonal Communicz.xtif)n

Diagonal communication has following limitations:

1) Bypassing Vertical Chain of Command: One of the
most significant problems of diagonal communicy; i
is that it ignores the sequence of reporting
relationship. Such ignorance can lead to a o of
misunderstanding among the neglected superiors,

2) Excludes Superiors: A dialogue between employee
from different divisions or departments can keep the
seniors out of the communication loop, which j
considered as an infringement and compromise for the
senior’s position.

3) Harms Superior’s Cooperation and Accountability;
As a result of this communication, the seniors who haye
been excluded may not assist in the work decided by
other seniors and their subordinates, even if the work is
in range of their unit. Hence, this channel of
communication may hamper the reputation of the senior.

4) Psychological Resistance: The implementation of
decisions taken under the diagonal communication can
be psychologically opposed by those superiors who have
been excluded from the discussions. As a senior was not
a part of the whole decision-making process, it will be
his psychological response to contradict such decisions.

1.2.3. On the Basis of Way of Expression

Communication can be classified into three classes, on the
basis of expression. The classification is as follows:

1) Oral communication,

2) Written communication, and

3) Gesture communication.

1.2.3.1. Oral Communication

Oral communication is one of the most common styles of
spoken  communication.  This type of  spoken
communication is carried-out through words, non-verbal
messages and visual aids. It is the ability and knowledge
essential to communicate convincingly with others.
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1.2.3.3. Gesture Communication

Expressing one’s ‘thm.lghts by using body parts is known as
gesture  communication, Using right gestures on right

occasions is very important to maintai i
. . 1aintain harmonious inter-
personal relationships. ‘ A

For examplc. a senior of good and virtuous nature will not
exgress displeasure or rage on his face while scolding a
junior for some major fault; rather, he will indicat>  sense
of affinity for the subordinate.

This \yill r_nakc the junior feel that the superior was
cnucising him or giving hint with a view to improvise and
encourage him to work harder and efficiently.

Facial gestures and expressions are effectively used by
many professionals for maintaining cordial work relations.

Characteristics of Gesture Communication
1) It Primarily communicates emotions and attitudes

2) It Substitutes, contradicts, emphasises, or regulates
verbal messages

3) Non-Verbal cues are often ambiguous

Advantages of Gesture Communication

Gesture communication offers following benefits to the

organisation:
1) Cordial relationships and trust is developed due to

commonly understood gestures.

2) The speech of a person becomes more effective when
the person addresses the other person by looking at
him while speaking.

3) Physical gestures enhance quality of

4) Well-coordinated gestures and facial ex
improve a speaker’s performance.

5) Facial gestures and _movemen:s
usefulness of communication process. )
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Conflict refers to demonstration ©of angel, g,
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differences in opinions of people or groups + o from allocation
organisation. Reasons can be numerous, rangt f gncﬁoniﬂ of the
of resources to division of work, to O\fera.u l_ln s of goals,
organisation. Diversity within thg organ.xsauon i o conlict
objectives, philosophies and viewpolnts resu between TWO
Conflicts can arise within an organ.xsauon orLh O e
organisations or between organisation and their o s
environments. It crops up when one party gets the no

the other party might adversely affect its wellbeing.

According to Peterson, “Conflict is defined as al;_
interpersonal process that occurs whenever the actions O
one person interfere with the actions of another™.

According to Stephen Robbins, “Conflict is a process in
which efforts are purposefully made by a person, unit, or
group to block others that results into frustration either in

attaining goals or furthering his/her interests.”

1.3.2.  Causes/Sources of Conflict
The main Causes/sources of conflict j sanisations ;
e A n organisations are
1) Oljg.jmisal?onal Qhange: Individuals have different
opinions like which path is to pe followed, wh
resources are to be used, which ‘method is‘t(\;v lft
h e

due to rapid advancementg in the
These changes may lead (o conflict
2) Personality Conflict:
common  phenome Terenc
. ces ¢ 7
n Organisation, dr’?‘h:
activities differ
ead to conflicts
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Apart from causing conflicts, the di_ffcrcnccs_ in
personalitics also help in finding innovative solutions
to problems. Therefore, employees need to
acknowledge and respect individual differences and
understand how to utilise them positively.

Difference in Values: The beliefs and value systems
also vary from person to person. People might have
different perspective or ethical values which may
result in disagreements. These disagreements might
be tough to resolve due to their subjective nature.
Comparatively, disputes over objective issues like
alternative products, promotional campaign and
inventory levels are easier to resolve.

Danger to Status: Status, also called social rank, is a
matter of great concern for various people. If status of
people is endangered by someone, it may also lead to
conflict.

Different Perceptions: Past experiences of people
greatly affect their perception. As they have already
faced the similar situation and have a fixed mindset
regarding it, they expect others to share the same
mind-set without realising that they might have a
totally different viewpoint. Conflicts might crop up if
they do not learn to understand other’s point of view
and make others understand their own viewpoint.

Lack of Trust: Trust is the foundation of every
relationship. Trust provides direction to actions
unlocks barriers and improves the entire social
framework of the organisation. Trust is hard to build,
but it takes a minute to destroy it. Conflict is likely to
arise when a person, out of genuine or imaginary
grounds refuses to trust another.

Inter-departmental Disputes: Inter-group or inter-

departmental disputes are extremely linked to:

i) Territory: In such a case, one group believes that
another group is trying to enter their territory.

ii) Prestige: In such a case, one group believes that
another group is getting the fame and recognition
for inputs and accomplishments that rightfully
belong to them.

iii) Poaching and Theft: In such a case, the members
of one group are charmed away by the other.

Job Related Issues: Job performed by an individual is

also a source of conflict. Its various forms are as follows:

i) Conflict between Job and Employee: This usually
happens in case of experts and senior staff who get
frustrated as they are not able to make use of their
full potential. The job does not give them much
scope for development and professional growth.

ii) Conflict between Job and Organisation: This
conflict is associated with the relation between
presence of opportunities and the degree to which
they are offered by the organisation.

iii) Conflict between Employee and Organisation:
This crops up when the style .of management,
wages, supervision and work-culture is not
suitable for the employees.

IVIIDDZY ITHIDU DUIIVIICE \AJUOIIIWIT S aasat st i wiitasis J vy

9) Other Agendas: Conccaled, paralleled and secondary
issues also create conflict. They flourish when the
organisation lacks a well-defined objective. They can
also be found in organisations where proper
recognition is not given to outstanding performers.

1.3.3. Effects of Conflict

Effccts of conflict are both positive and negative. A
conflict that promotes innovative thinking, renews old
conditions, clarifies viewpoints, develops human potentia]
and manages interpersonal disparity is called positive
conflict. When people interact with others and know their
viewpoints like in brainstorming, they become more
creative. A conflict that brings resistance to change, leads
to confusion in the workplace or inter-personal
relationships, creates suspicions, develops a sense of loss
or increases misunderstanding is called negative conflict,

Positive Effects of Conflict

Following are the positive effects of conflicts:

1) Acts as Motivator: Conflicts motivate people to put
in extra effort and perform better. A conflicting
situation brings out a person’s capabilities and skills
on the forefront.

2) Acts as Need Satisfier: Conflicts fulfils various
psychological needs of people like self-esteem, ego,
dominance, aggression, etc. Conflict also helps in
releasing stress in form of aggression.

3) Incuicates Creativity and Innovation: Conflict
inculcates innovative and creative thoughts into the
minds of individuals. For example, the historical
union-management conflict that lasted for several
years resulted into the employee benefits that
employees currently receive.

4) Brings Variety in Life: Conflict brings diversity and
excitement in the monotonous life of an individual.

5) Creates Understanding: Conflict helps employees in
understanding various issues, the relationships among
employees, improves = synchronisation between
employees and various departments, and also makes
intra-group relations stronger.

Negative Eftects of Conflict

Following are the negative effects of conflict:

1) Insubordination: If the management of an
organisation is weak, the conflict remains unresolved
and continues for a long time. Image of management
in eyes of employees also gets eroded as they feel that
management is not able to handle the conflict. This
ultimately results in insubordination.

2) Drop in Productivity: When a conflict continues for
a long time, the focus of the employees shifts from
productivity to the conflict. They start spending more
time on trying to get the matter solved which affects
the production.

3) Lack of Direction: When management fails to make it
clear in which direction they want to take the
organisation, conflicts arise. Employees - in such 2
scenario, infer change within the organisation in their
own manner. "

N
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1.3.4. Communication in Confljct Resoluti

Communication plays a very important -, on
resolution. It serves as an effective tool in de
that give rise to dispute among the individ
Usually. distances among individuals occyr d
communication. Often, lack of discussion oy
lead to increased grievances within the
proper communication people can easily  identi -
problems and can find out ways (o setle thejr gis -
without requining any support from the third party medial[i)gnes

Negotiation, dialogues or talks are the only ways to
resolve any type of conflict between twWo countries at
global level rather than any other means like war ozrl
lobbying. Long term disputes that are going on, since
many years can be cordially settled throughbtablé talks
When we go through world history, we find that wars have:
done nothing more than taking millions of lives. They
have left unforgettable examples for the people who are
still indulged in conflict rather than resolving them due to
their stubborn nature and ego. However, the developed
and elite nations are well aware of the fact that the process
of dialogue can effectively settle any sort of on-going
disputes among countries. This is the reason why these
countries are progressing in every field. Communication
plays a very important role in conflict resolution and it
could rot be ignored in the successful functioning of the
business organisation. Hence, effective conflict resolution
is always backed by effective communication.

a confljct
arties Jose
conflict alone,
put and alse At

‘ in conflict
aling problems
uals or groups.
ue to the lack of
€r mutual issueg
group. Through

There is no applied formula for making a communication a
positive force for settling the conflict as, communication and
de-escalation is a wide field. The principles for communicating
effectively in the situations of conflict are as follows:

1) Reduce Noise: Reducing noise is onec of the most
important principles for effective communication. Noise
is anything that leads to unwanted signal to the message.
If the ratio of signal to noise is higher, the transmitted

message will be closer to the regeived mes.sagc'. The
most appropriate way 1o raise the sngnal-lo—pqlse ljdlfo is
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Become an Active Listener: One of the essential parts of
COmmunication i listening. The person would not be able
0 resolve the confllict if he/she docs not listens property

to the other partics. what they are trying to communicate.
istening to what the

An active listening not only means |
lves

O.thcr person is saying in words but it also invo
listening to what their voice pitch and body gestures
convey. Letting the speaker know that he/she is been
heard is also an important part of active listening.

4) Be Clear About Your Goals: While communicating
With customer to resolve his problem, the aim of the
communicator should not be to any how deal .W|th lh.c
Customer but to satisfy him by resolving his
grievances in the best possible manner.

5) Stay Focussed and Calm: We normally jump into
fight when confronted with aggression. Howcvers,
when dealing with such situations (such a

communicating with an angry client), one shoul({litrll')g'

to keep calm and be focused towards resol B
problems. The anger of the client should not affect
behaviour of communicator in a negative way.

1.4.1. Meaning and Definition of

Crisis Communication

At the time of any troubled situation, the process of
compilation, dispensation, and extension of any
information related to the situation, is known as crisis
communication. Pre-crisis stage is all about collecting
information about the crisis risks, taking decisions about
its management, and training people to tackle the situation.
The training involves crisis team members, crisis
spokesperson, and others who can be of help in this situation.
This form of communication involves not only compilation
and giving out of information but also giving out the
information to those who are not a part of the team but should
be aware of it. Post crisis involves applying the crisis
management efforts, communicating the changes made and
monitoring the post-management activities.

Crisis Communication primarily deals with crisis response or
crisis category. Crisis response refers to the steps and efforts
made l?y the organisation after a crisis. These responses qr;e
quite significant in communicating the management eh‘(;rt
and their effectiveness to the stakeholders. ;

[‘h:j: importance and the utility of thijg management can be
l.m er.stO(.)({ ‘by a simple fact that an improper
communication ; cantmake  the v condition worse if not
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handled properly. A proper and systematic study of crisis
communication will help in understanding the extent of
crisis management.

The essence of crisis management is communication. It is
communication which helps to highlight the importance of
crisis management. Effective communication helps in
culminating all important facts and figures, ammanging them, and
sharing them with the concemed people. Thus, communication
comes to play a very sensitive role in the whole process.

1.4.2.  Types of Crisis Communication
Types of crisis communication are as follows:
1) Crisis Knowledge Management: It includes:

i) Recognising the origin,

ii) Collection of facts and data,

iii) Assessing the information,

iv) Sharing or circulating the knowledge, and

v) Taking Decisions.

2) Stakeholder Reaction Management: This type of
communication involves communicating the crisis
response to the general public. It deals with managing
stakeholder’s perception towards the crisis response
made by the crisis team.

1.4.3. Steps for Managing Crisis
The 10 Steps for managing crisis are as follows:
Pre Crisis Communication
1) Foresee Disaster: If the situation has been anticipated
astutely and practically by the company, there can be
a rigorous discussion with the entire ~crisis
communication team. All the relevant facts can be
discussed during this session. The positive outcomes
of such discussion are: o
i) Certain situations can be avoided by redesigning
the present ways of operation. 7 )
ii) The team can develop methods for dealing with
the best and the worst situations without the
pressure of averting a real crisis.

2) Identify the Crisis Communications Team: The crisis

communication team should comprise of senior level
personnel. Generally, it is a company’s CEO who takes
charge of the team. The senior manager and legal advisor
are usually part of the crisis communication team and are
appointed as chief advisors to the team leader. Heads of
different functional areas are appointed as team
members. It the company’s pubic relation team is not
equipped with crisis communication skills then a team of
specialists can also be appointed. These appointed
specialists may have subject specific knowledge to deal
with the crisis situation efficiently.

Identify and Train Spokespersons: The company
should make sure that only the authorised personnel
speak on behalf of the organisation at the time of crisis as
they are trained to handle a crisis situation. The members
of the crisis communication team should be properly
trained to handle the situation and to speak on behalf of
the company in a crisis. To meet such a crisis situation, a
spokesman should have the following qualities:

4)

5)

6)

7

8)

i) The required skills to dcal with a crisis

ii) Should have a respectable designation

iii) Should be trained to communicate effectively jp ,
crisis.

Training the Spokesperson: The main task of (b,
spokesperson is 10 minimise the communication gap ang
mote goodwill of the, company amongst (p,
stakeholders of the company. [t is the spokesperson wh,,
prevents an intemal or an caflcmal §mkchold_cr from
getting misled by the media during the time of crisis,

Establish Notification and Monitoring Systems

i) Notification Systems: Once there was a time whep,
a phone or a fax was used to notify apom any
happening. This was done as the receiver wag
always present to take the message. With the rise of
technology, instant messaging, internet, e-mails,
etc., have replaced old methods of C(_)mmur.lication_
The new methods have made it easier anq
convenient to reach the external and interna]
spokesperson immediately at the time of crisis. A
the above mentioned modes have become
necessities for the business world today. The news
travels at the lightning speed to them. Along with
this, social media like Facebook, LinkedIn, Twitter,
etc., help to reach the stakeholders in no time and
prepare them before the crisis situation.

ii) Monitoring Systems: The key ingredient m both
crisis prevention and crisis response condition is
intelligence. Keeping a track of qom(nents and
opinions as posted on social media either by a
worker, client, or any other associate helps in
taking remedial steps before it is too late to
rectify the situation. Similarly, a constant tab on
the comments of the stakeholders helps in
formulating and executing necessary steps and
planning the next line of actions accordingly.

Identify and Understand the Stakeholders: Every
stakeholder (internal or external) is equally important to
any organisation. In most cases, employees are considered
to be the most important stakeholder for the company.
Employees are the public relations representatives of the
company. It is very important to recognise and
communicate with the stakeholders as they are in a
position to display the company image in a positive or
negative light. In fact, stakeholders are an integral part of
any company and remain involve whether desired or not.

Develop Holding Statements: Holding statements are the
messages prepared in anticipation of the crisis condition.
At the outbreak of any emergency, they can be
immediately used to communicate the crisis situation.
They are prepared keeping in mind every kind of casualty
which a company has the probability to face. The expert
committee appointed for crisis communication need to
review the holding messages for any changes or additions.

Post Crisis Communication

Assess the Crisis Situation: Reacting to a situation
without any preparation may lead to a complete
disaster. The communicator could himself become
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target of the sitdation if the message s ¢

without any adequate’ information xln(l”él,:s,rg()tl'vcycd
the same. But if the'information jg accurny e
understand, then the task becomes sim N| e and cm): to
Assessment of the crisis situation hclps'llfg 2:(::?:::1

to handle the situation inlclligcnlly and rationall
: ally,

Finnl'usc' and  Adapt  Key Messages: T3 isi
communication team should formulate lh;:.cn'q',c i
messages on the basis of holding S!mcmc.n': Sp;hciﬁc
messages should be developed according to th, q-' oy
The message should be crisp, precise and acc ﬁlli;l‘ahon.
the rcqumcmf:nts of the stakeholders. The tc::, l:g ;3
not communicate more than three messages to Snouhc
stakeholders  for a particular situation Som ": t

specific messages are also drafted for sclcc.tivc a (;: oo
from the large group of stakeholder. M

10) Post-Disaster Evaluation: The Post-crisis analysis

should answer the following questions:

i) Was the action right? :

ji) What went wrong?

iii) What re.mc':dial Steps should be taken next time
for the similar crisis situation?

This step helps the crisis communication team in
analysing its actions and taking neces

. : ; sa
rectify the mistakes, if any. Ty steps to

144. Importance of Crisis Communication

Following points reflect the importance of crisis

communication:
1) Effective Dealing: Crisis Communication is a major

2)

3)

4)

support system for any organisation for handling any
seen Or unseen emergency, crisis or any condition which
may hamper the positive image of the organisation.
Proactive: The conditions which may give rise to
unfavourable situations can be well prepared for in
advance with the help of crisis communication. Also,
installing of an effective communication system can
be applied in a situation of crisis.

Facilitates Appropriate Actions: Crisis
communication helps the company in putting the
interest of the general public before the interest of the
company. It is based on the concept that the faith and
interest of the employees should be safeguarded first.
The eventualities should be faced rather than running
away from them. The problem should not be taken
lightly or be camouflaged. It also helps in dealing
with minor issues before they become major problems

for the company.
Rapid and Precise Communication: A confident
and optimistic approach towards any problem takes it
to the next level of resolving it, even in unfavourable
circumstances and conditions. Crisis communication
team is committed to broadcasting realistic’ and
factual information to the people. This system ensures

that true, realistic and accurate information reaches
helps the

the masses. The communication team _
company in communicating and explaining the right

thing in the correct perspective.

5) Monitoring Activities:
based on the expertise . commun
peace in the organisation. Crisi :
responsible to follow up on l'hc At et
same crisis can be avoi the ., of ol
crisis communication plans ﬂﬂd"
can help in maintaining company
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sent). Howevers o intaining 2

organisation they repre
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relationship are the keys to 2 successfu

L a ment ~
The objective of most negotiations 1S l(;rf:;"g?l i’; wg'o: e that is
which both parties together move towart: techniques will
mutually beneficial. Management functlo?md even various
never be complete without the m‘:magef;‘eaively-
other employees being able to negotiate €

: of their

Any organisation runs well based on the Soktlxlz:tsl on skills,
employees. From communication skills to neg e ls in their
every organisation would need to hone ‘(hcse . Aoyt
workers to ensure the efficient runmung © a -
organisation. One needs to understand that .these neug;k S
skills are not very difficult to grasp and will only be
and some careful moves with the other party_for you to
able to close a good deal, thereby increasing employee
productivity to a great extent. The speakers can negotiate on
several levels. At any of these levels, the speaker must take

heed of the listener’s reaction.

1.5.2. Formal and Informal Negotiations
Formal negotiation is easily identified. They happen when

two or more people arrange a meeting or series of
meetings in order to arrive at an outcome that meets the
wishes or pressing needs of both sides. Examples are
salary negotiations, contract discussions, labour

negotiations, territorial disputes.

nt in

iness

Informal negotiations on the other hand is generally
unplanngd. They are those every-day happenings that are
less easily recognised as opportunities for negotiation.
Informal negotiations refer to the day-to-day discussions
by 'the two parties about how the contract applies to
particular situations. Many of the issues that surface when
new strategy is developed can be resolved by informal
negotiations  during meetings between unio an
management  representatives.  There are y .and
expressions that we use in formal and _various
negouations, they are as follows: . s o]
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1) Expressions that arc used in formal negotiations:
Include the following: ‘
1) We hope that you can see our point. .
i1) It has been a very useful and productive mecting.
i) 1 would like to propose that... i7
iv) Can we run through what we have agreed” 4
v) May we brief our objectives before we begin®

Expressions that arc used in informal negotiations:

Include the following: oy
i ’ /i ea.

i) We can’t agree with your1 o . %
i) Have you thought of difficultics in implementing this?
i) You are too expensive.

iv) You arc quoting too high.

v) Pass no sale.

1.5.3. Role

Communication ' 3
Communication plays an important role in negotiation

2)

of Negotiation in

given as follows: b
1) As a conflict management process, negotiation

emphasises the exchange of proposals by parties in
order to reach a joint settlement.

2) As a joint decision-making process, negotiation is
governed by shared formal and informal rules
negotiated by the bargainers. After the rules have been
determined, the bargainers cooperate within those rules
in order to achieve some goal, often to gain a
competitive advantage over the other bargainers.

3)  More specifically, communication undergirds the setting
and reframing of goals; the defining and narrowing of
conflict issues; the developing of relationships between
disputants and among constituents; the selecting and
implementing of strategies and tactics; the generating,
attacking, and defending of alternative solutions; and the
reaching and confirming of agreements.

4) Communication during negotiation may also involve
tacit bargaining. Verbal and non-verbal
communication constitutes the fabric of negotiations

S) An effective communication is directly proportional
to “an effective negotiation. The better = the
communication is the better the negotiation would be.
Discussion does not mean fighting and shouting,
instead it is simply the exchange of one’s ideas,
thoughts, and opinions with each other. '

6) One needs to have excellent communication skills for
a healthy and an effective discussion. Communication
is an art and one should master it to excel in all kinds
of negotiation. The other person will never come to
know about your thoughts and ideas unless and until
You share it with them. One cannot see your grey
matter. Lot depends on how you speak.

7)  Communication is central to the bargaining process,
whether bargaining occurs as an institutionalised form
of conflict resolution such as collective bargaining, or
whether it involves negotiating marketing agreements,
legal contracts and settlements, or managing inter-
and intra-group or interpersonal disputes.

1.5.
Negotiation

Aspects of commut

1

2)

Ay B

I
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4. Aspects of Communication iy

Jication in negotiation are as follows:

B rication
erbal Commur ! . .
i‘)] (,:ommunicnlion varies according to the formality

of the negotiation siufmi(m. As thc‘: I'UI'CS. and
procedures of ncgmim'mn. become .lncrc‘xtsmgly
detailed and  specific, Ehc.r |m(pac of
communication becomes less significant,

communication in negotiation

ii) Rules govern

interaction: o
a) In informal negotiations, many of the rules are

generated through the negotiation interaction,
In formal negotiations, rules and procedures

structure communication.. -
Rules may be generated in a pre-negotiation

b)

©)
Stage. 4 -1 . ”»”
Within certain negotiation ‘“cultures”, ruleg

d) . .
may become ritualised.

iii) Communication functions to:

a) Coordinate outcomes. :

b) Exchange information, intentionally and
unintentionally; overtly and covertly.

¢) Express strategic intentions and tactical actions.

d) Identify patterns of behaviour.

e) Alters  perceptions and expe:ctations
concerning the bargaining situation,

relationship, process, and outcomes.

iv) Communication in negotiation focuses on:

a). Substantive issues.

b) Offers and counteroffers;  proposals,
demands, interests.

c) Procedural issues.

d) The interpersonal negotiation relationship.

e) Intangible issues (e.g., face, respect).

v) Intentional communication behaviours are tactics
reflecting a negotiator’s strategic orientation.

Non-Verbal Communication: Non-verbal
communication certainly affects the resolution of conflicts
and disputes, yet little research has considered non-verbal
communication within dispute resolution contexts. Some
speculations  follow, gleaned from experiences of
practitioners and the non-verbal behaviour literature:
1) Negotiation practitioners place great importance
on non-verbal behaviour (probably too much
importance).

ii) Non-verbal behaviour in negotiation is culture-
bound; the cultural identification of negotiators
and the cultural context of negotiation will
influence  what  non-verbal behaviour s
appropriate and how non-verbal behaviour should
be in-terpreted. Yet some negotiators may regard
certain - non-verbal behaviours as culturally
universal (transcending differences).

1ii) Some non-verbal behaviour “categories”. relevant
to negotiation are;:

Ry g T
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flow of information between people from different cultural
origins and backgrounds. Cross-cultural communication
aims at understanding the various common and diverse
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a) Chronemics (Time): American negotiators
place great importancc on time; being
prompt, meeting deadlines, and using time
efficiently. This emphasis on time may
translate into impatience.

b) Proxemics (Space and Distance): American
negotiators  prefer maintaining  secondary
relationship  distance  when negotiating;  they
prefer negotiating in environments that ensure
distance (e.g., sitting on opposite sides of a table).

¢) Kinesics (Body): American negotiators prefer
environments that support formal, controlled
behaviour (e.g., sitting versus standing).

d) Facial and Eye Expression: Face and eye
behaviours are often trusted greatly by
negotiators from a variety of cultures.

e) Physical Appearance and Dress: Negotiators
may rely on appearance attributes to indicate
respect for the negotiation situation.

f) Paralanguage: Like face/eye expression,

negotiators may trust judgements based on
vocal tone, rate, etc.

g) Social/Cultural Rituals, Manners, and
Conventions: These areas may be particularly
critical in the pre-negotiation phase.

iv) Contrary to some trainers’ writings and seminar
presentations, non-verbal behaviour does not
communicate in isolation, and particular
behaviours do not have specific meanings.

v) Non-verbal behaviour must be interpreted in
context, including the sequence in which it occurs.

vi) Negotiators need to avoid over-interpreting non-
verbal behaviours (e.g., always trusting non-verbal
cues over verbal cues) and falling victim to non-
verbal ethnocentrism (like cultural ethnocentrism).

vii) Non-verbal behaviours are particularly significant
when they are inconsistent with verbal messages.
Negotiators should check their perceptions of
inconsistency with the other negotiator if the
inconsistency is significant.

viii) Non-verbal attentiveness may be particularly

important in negotiation situations which may
involve deception.

........

1.6.1.. Meaning of Cross-Cultural
Communication Setting

108s-cultural communication or  inter-cultural
IMmunication can be defined as a subject that observes
How of information between people from different cultural
-f’glll_s"and backgrounds. Cross-cultural communication
At understanding the various common and diverse
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methods through which people belonging to different
cultures communicate with one another.

People from different countries inl.crugl with each olhler
using distinct methods of comnu.mlcuu'on. For c;cam?te,
In Sweden, people communicate in an impersonal, poli t:(i
direct terms and tend to avoid fiery n_rgumcms an
confrontations. However, in Amcricu.. a .dll’CCt :m(:l open
type of communication and confrontation is preferred.

According to Gudykunst and Kim, intercultur:.ll
communication is defined as “a transacllonf\l. symbolic
process involving the attribution of meaning between
people from different’cultures”.

According to Jandt, “Cross-cultural communication is
comparing phenomena in diverse cultures”.

According to Bennett, “Cross-cultural communication is the
capacity to interpret verbal and non-verbal communication,
and custom in cultural styles different from our own”.

1.6.2. Factors Affecting Communication
in Cross-Cultural Setting

There are various factors that affect the communication
process when viewed from the cross-cultural setting.
These factors are as follows:

1) Language: The multiple use of various languages
across different cultures acts as one of the major factors
that affect cross-cultural communication. One cannot
underestimate the significance of understanding the
language differences in cross-cultural communication.
Keeping in mind the language differences, businessmen
involved in international business give importance to
the services of language translators to counsel their
clients of different cultures. There are three basic
categories of language failures:

i) Gross Translation Problems: These problems
occur in the form of errors whenever a translator
is involved in translating one language to another.
As these errors raise warning flags that alert the
translator while translating, hence, they cause
fewer conflicts between the business parties than
other language problems. These flags also
facilitates in eliminating the error as they help the
business parties in analysing the communication
areas that lead to errors. Analysis of gross
translation errors is rather time taking exercise.
Moreover, they can be a symbol of disrespect to
business parties in some cases.

i) Slight Distinctions from Language to
Language: When the business parties do not
have similar command level over a common
language, then the slight distinctions which are
critical to business negotiations also causes
damage to the business dealings. These slight
differences  create misunderstandings  and
confusions between the parties. When non-native
speakers communicate with native pariies, the
chances of slip-ups and confusions arises that
may lead towards conflicts.




2) Environment and Techno

Along with the slight distinctions, the attitude
towards the language and speaking accent also
affects the cross-cultural communications. The
loyalty or knowledge towards a particular nation

or culturce is also reflected through the language
accent of the speaker.

iii) Variations Based on Culture
of the Same Language: There exist slight
cultural-based variations among the speakers of the
same language from different cultures. The social
deriving of language consists of various class
distinctions and national preconceptions that affect
the communication process. For example, some
accents in US, linked with rural and urban areas,
emphasise negative stereotypes in different areas
of business. education. intelligence, etc., due to
regional preconception and racism. Similarly, in
England, different accents are linked with higher
and lower class of societies. These accents are
usually unknown to non-native speaker.

among Speakers

logy: The environmental
fact.ors' 'such as  topography, climate, population,
availability of resources, density, etc., contribute towards

the existing conditions of people, country or culture
along with their histories. These climates and topography

affects the designs and concepts of transportations,
settlement, territorial organisation and logistics.

Social Organisation and History: Culture plays an
important role in defining the social organisation of a
business. The workplace is often affected by the
social organisation and thus is linked with the history
and background culture. The management of the
company should not assume their own culture to be
universal regarding sensitive areas like educational
values, social class, religion bonds, political
association. gender differences, nepotism, etc. These

issues possess extensive implications for business
practices.

Conceptions of Authority: The views of authority in
a particular society shape the way in which a message
is received and also significantly affect the
environment of a business. This view of receiving any
message is based on the relative ranks of the sender
and the receiver. Thus, the process of business
communications across cultures is affected by
conceptions of authority.

Non-Verbal Communication: Non-verbal
communication is the most distinct aspect of cross-
cultural communication. When an individual
communicates, he/she conveys only a part of his/her
knowledge of any culture. Apart from spoken words,
particular information is also communicated through
other means such as eye contact, body language,
clothing, touching, conceptions of personal space, etc.
These forms of non-verbal communication vary from
culture to culture and a business professional needs
time to understand and adapt these aspects of
communication.
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1.6.3. Guidelines for Effective Cross.

Culture Communication Setting

Effective cross-cultural communiclulions Is very i‘mponan1

for managing the cultures of various nations. Followiy,

are the guidelines which results in effective Cross-culyyr,
communications:

1) Fluency of Host Country IJ:}ngllagc: For Managip,
the inter-cultural communication, the manager shoulq
lecarn the local language and should communicate With
his subordinates and staff in that particular Ianguage_
This will help the manager in gaining respect and
acceptance from the employees.

2) Learn to Neutralise Language.Agcents: One shouylg
learn proper accent and pronunciation of the lﬂnguage
along with the language itself. People often pronounce
English words reflecting their own mother tongue.
For example, persons fluent in Tamil, says Canar,
Bank as Kanara Bank, some Bengalis pronounce
Ravindra as Rabindra, similarly some North Indijap
pronounce school as ‘ischool’, etc. These accents anqg
pronunciations reflect the mother tongue of tk.le person
and can create confusions and misunderstandings.

3) Awareness of Cross-Cultural Barriers: A manager whg
wants to achieve effective cross-cultural communicatiop
should be aware about the cross-cultural barriers. Ag
different cultures have different barriers and constraints, the
manager should understand them and try to steer clear of
them. For example, Privacy is given importance in British
culture and one should not ask personal questions while
interacting with British People. Likewise, Koreans do not
support ‘No’ as the answer. They seek happiness and
satisfaction from their visitors. Cross-culture barriers can be
managed effectively with the help of proper feedback.

4) Speak in Clear and Open Language: For effective
communication, the people dealing in international
business should make use of appropriate words
without any hesitation or being voluble. This can be
achieved by minimum usage of idioms or analogues.
Face to face communication and study of facial
expressions are also necessary for an effective
communication in a cross-cultural setting.

5) Be Sensitive to Non-Verbal Communication: For an
effective cross-cultural communication, a manager should
be sensitive and careful towards non-verbal
communication as different signs have different meanings
across different cultures. For example, an intense eye
contact is accepted in Latin America and Middle East,
which is not supported in Thai culture. Thais have a
tendency to speak softly without using any gesture. People
belonging to French culture display unusual contact
behaviour between friends or relatives. Singaporeans give
a smile for covering their embarrassment or anxiety.

6) Show Cultural Sensitivity: It is important to develop
sensitivity towards local cultures along with learning
the local languages and their accents. For example,
various multinational companies such  as TCS,
Infosys, and Wipro provide special training to their
employees about cultural sensitivities.
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1.7.. BARRIERS
COMMUNICATION
1.7.1. Introduction

Communication barriers can be defined as the obstacles or
hurdles which prevent the smooth flow of information between
various channels of communication. When the information
does not flow from sender to the receiver in the planned and
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This blockage may be based on the situation, environment
or psychology of the participants. There is no particular
reason or situation for the communication barriers to
occur.,

Due to these barriers the message sent from the sender
may not reach the receiver in the intended manner, which
may give rise to unnecessary chaos and confusion. It is up
to the organisation to take immediate steps and rule out all
the scope of miscommunication and distortion of
information. This can be done when the barriers are

organised way due to various reasons, it creates blockage of

communication between the sender and the receiver. identified and rectified.

1.7.2. Types of Barriers to Communication

The barriers in the way of effective communication are of the following types:
Barriers to Communication
]

I | | | | 1
Semantic  Emotional or  Physical Organisational ~ Personal Socio- Cultural Technological
Barriers Psychological Barriers Barriers Barriers Ps.;;chol.oglcal Barriers Barriers
. L—— Barriers
Different LBarners Noise Organisational Policies Use of Obsolete Tth“°1°gY
B 5 Loss in 9 |- Unnecessary Reliance Pt nGidds Lack qf chhpologlcal Knowledge
gy Transmissions Bad on the Organisation’s Technical Noise :
— Words and Retentions Timing Guidelines bord Close-Mindedness — Hurdles at the Decoding Stage
. — Lack of trust in 3 |- Superior-subordinate
Puchipes the management Distance relationships Status-
— Actions — Failure to — Structure of the Consciousness
Poor communicate g}:g:tmsml?';: ities in
TpS - Dependency on —. Shortage ot Facilities 1nj.
Vocabulary t.hchrittenyword an Organisation
L Carelessness of — Wrong Choice of
th . Medium of
s oerver Communication

.5 T oo o R I K S
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>s

-
Barriers Posed by Superiors

Superiors’ Attitude

Reluctance to
Fear of Challenges to authority |  Communicate
Lack of confidence on the

ability of subordinates
Neglecting the Juniors

1 )
Barriers Posed by Subordinates - Poor Listening

Egoism
Emotions
Selective

Lack of Motivation 4
Perception

Empbhasis on Following Proper
Channels of Communication ;
Figure 1.9: Barriers to Communication

1) Semantic Barriers: Semantic barriers are those
problems that crop up during encoding or decoding of
messages. Some examples of these problems are
explained below:

i) Different Languages: Each employee in an
organisation speaks a different language. It creates
communication problems in conveying one’s ideas
and feelings to each other. This is true in case of both
national and multinational companies. Sometimes
translators of these languages fail to convey the exact
meaning of the content in the letters as well as that of
different words in certain languages. The impact of
language problem also-increases and enlarges with
the growth of the company.

ii) 'Words: Words and symbols may act as a barrier
as their meaning change with the changes in the
context in which they are used. So, if a reader is
not familiar with the meaning of certain words
and symbols he/she may interpret them wrongly
because of his/her level of thinking.

1ii) Pictures: All the pictures, graphs, three dimensional
models such as blueprints, maps, and charts must

2)

have proper caption or written statements under
them so that readers do not get confused and can
interpret them as per the intended manner.

iv). Actions: The area of actions is quite wide as it
covers gestures, body language and its movements.
Different types of gestures like movements of lips,
movement of eyes, breathing movements, smiles,
frowns, expressions, etc., come under the purview
of body language. Communication becomes
impressive and noteworthy if accompanied with
correct body language.

v) Poor Vocabulary: If one’s vocabulary is poor,
he/she will not be able to communicate properly
either verbally or non-verbally. The sender of the
message should use different words in their right
context and with their precise meaning and should
be ready to replace them according to the situation.

Emotional or Psychological Barriers: Emotional
barriers are born due to reasons like motives, attitudes,
judgements, sentiments, emotions, and social values of
participants. These problems sometimes disturb ‘the
flow of communication either completely or partially.
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ﬁz}nlure to Cpmmunicate: It often happens that the
i ac:‘x;natlon is ‘r;]ot properly communicated by the
ECrs 1o their subordinates. This rall
happens because they iy

are lazy, or they randomly
assume that every concerned person have understood

the inf:ormatiox_\. They may also deliberately not
reveal information to demean their juniors.

Dependency on the Written Word (Order): This
prqblem arises due to the difference in oral and
written orders. The main reason behind it is that the
officials are generally not very careful while
verbally communicating the organisational policies.
Hence, orders given in writing are followed more
sincerely as compared to the oral commands.

Carelessness of the Receiver: This is a general
problem that employees or the people of an
organisation take bulletins, notices, minutes, and

reports in a passive way and thus they miss many
vital pieces of information.

Wrong Assumption: Something that can be
considered as truth without any evidence or
questioning is known as wrong assumption.
Many barriers occur due to the wrong assumption
which affects the communication system. When
sender or the receiver both has incomplete
knowledge about each other’s background, a
wrong assumption is usually created. At times,
the speaker fails to recognise that different people
have different background, education and
experiences. These issues are cons'idered by 'the
skilled communicator so as to av.01d the barriers
which may affect the communication system.

Physical Barriers: These are of following types:

Noise: Sometimes the effectivenesst of thg
communication  gets reduced dueh ‘?1 : by
disturbances or confusion created by t 1:: : ical,

ise may be physical, psychologi ;
Ah srilgll(s)gical or semantic. A phyelcal nOIUSSdlil .
e e made by other people or objects aro ;
nois

it)

iii)

a loudspeaket play.ing outside

FI(') lf cxi‘::‘:\‘z)lllféh two pco’ple ﬂfe (rqug to talk, isa:
s | noise. A psycholognc_al noise has tq b
ph’ﬁfl(c:::le’s menlal state or 'ilt?ltUde and 1}0w thay
g:angcs the way on¢ communlcates. PhySIOIOgICal

f as the name .SUggests, Compn’se
f‘ms::fsv ces in communication caused by paip i
mt:]:1 eel'zfr‘t (;f the body, exhausti'or.l. etc. Semany,
:(z)iscspoccur when the person gl\’mgwlg:: mfessage
uses language that the recipient 1s unaware of.

Bad Timing: If a message or com.muni-cation is
passed on or conveyed at a wrong time, its effect
will be significantly ;eQuced. For example, ,
phone call made at midnight may interrupt sleg
of a person and he/she ‘may get annoyed if the
communication is of importance.

Distance: Huge distances between the senderg
and receivers of a message can also prove .to be
barrier to effective CommunxcatiOn_
Telecommunication is most often rehed.on to
solve this problem. However, telecommunpation
technologies are dependent on telecommunicatiop
companies having a strong mfra.strl_lcture. .If the
infrastructure is weak, the transmission of signag
will be unclear. Nonetheless, with the use of
newer technologies such as mobiles and the
internet, communication over long distances hag
become much smoother.

4) Organisational Barriers: Such types of hurdles come
due to the functioning of an organisation and thus are
known as organisational barriers. Some important
barriers related to an organisation are as follows:

i)

ii)

iii)

Organisational Policy: An organisational policy is
a set of guidelines which is generally communicated
in written form by the top level management.
Communication process may lose its effectiveness if
the organisational policy disturbs the flow of
information in different parts of the organisation.

Unnecessary Reliance on the Organisation’s
Guidelines: Going excessively by the rules, at
times, creates a hindrance in the smooth
functioning of communication within a company.
Sometimes, critical information is excluded or
manipulated. Strict adherence to an organisation’s
guidelines related to communication slows down
the process of conveying information and causes

employees to lose enthusiasm and not share their
creative thoughts,

Superior-Subordinate Relationship: If the
senior-junior relationship in an organisation is too
rigid, it prevents the free flow of feedback and
valuable suggestions in both upward and
downward directions, i.e., from junior to senior
and vice versa, beneficial for both parties

' concerned and the organisation as a whole. The

'wider is the difference of status between the

senior and the junior employee, the more effort

has to be made in reducing the possible

‘ communication hurdles between them.
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iv) Structure of the Organisation: Structure of an
organisation also acts as barricr especially in big
organisations..As the information travels through
different hierarchical levels it may get altered and
distorted, which in turn compromises . the
effectiveness of the communication process.

v) Shortage of Facilities in an Organisation:
People in an ofganisation fail to communicate
effectively, if adequate means of giving honest
feedback such as an open door system,
suggestion boxes, conferences, meetings, ctc., arc
not provided. . .~

vi) Wrong Choice of Medium of Communication:
There are many channels or mediums of
communication such as face-to-face conversation,
oral communication, written communication,
communication’ via telephone and e-mail, and
even audio-visual communication. Each medium
does not suit every situation.

For example, if a salesperson has to convince a
client to buy his product, face-to-face
communication “is required. However, if a
politician has to make an appeal to a large mass
of people to vote for him, face-to-face
communication with each and every person, who
has assembled to hear him, will not be practically
possible. In this case, he must rely on oral
communication . and address a speech to
everybody present there.

Personal Barriers: There may be many internal

factors between a sender and a receiver which may

disrupt the flow of communication between them.

These are of following types:

i) Barriers Posed by Superiors: The role of
superiors or officers'in the communication
process cannot be undermined. Due to their
seniority and high status, superiors can forward
hurdles to communication in the following
ways: :

a) Superior’s Attitude: If the attitude of the
superior is not positive, then filtering and
distortion of information may take'place at
various levels. Different types of managers
at various organisational levels try to
manipulate the information in their favour
which delays the process of
communication. -

b) Fear of Challenge to Authority: Officers
sometimes prevent the free flow of information
in order to cover-up their shortcomings which
are actually a result of their own depleting self-
confidence and work efficiency. '

¢) Lack of Confidence on the Abilities of

. ++. Subordinates: If the officers are under the
. wrong belief that they are more competent

«, than their subordinates, then such officers
would avoid talking to their subordinates
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thinking that it would be a wasteful exercise
which in turn results in the lack of
communication between them.

d) Neglecting the Juniors: Officials sometimes
consider themselves much more knowledgeable
than their subordinates and it prevents them
from having any communication just to show
their superiority or importance.

e¢) Emphasis on Following Proper Channels
of Communication: Most of the time
superiors insist on following the formal
means of communication and they do not
allow the subordinates to communicate via
informal means of communication as they
think it is improper and against the rules of
the organisation.

ii) Barriers Posed by Subordinates: The

negative approach or attitude of the
subordinates in an organisation adversely
influences  their involvement in  the
communication process. Two more factors,
blocking their communication (upward and
downward) with their superiors, are:

a) Reluctance to Communicate: Subordinates
generally are reluctant to pass on that
information, in upward direction, which can
work against their interests. In case, if they
will have to give any information they will
alter it in such a manner so that it cannot
harm them.

‘ .b) Lack of Motivation: It is also a major

hindrance as it forms a communication gap
between subordinates and their bosses. If
they are severely reprimanded on performing
badly, and not rewarded adequately when
they do well or offer unique suggestions,
they will obviously be demotivated.

iii) Poor Listening: People often do not listen to

what someone is saying in a sustained and
focussed way. They simply listen to the
information that is of some interest to them and
ignore that part which does not have any
importance for them. Such poor listening restricts
the flow of communication and prevents an
understanding of what is really being said. Poor
listening involves:

a) Egoism: The process of understanding each
other is badly affected, if the communication
is restricted due to presence of ego. Egotistic
or self-centred people think that their views
are the only ones that are significant and that
the ideas of others are not.

They are extremely horrible listeners. If a
person wants to be understood, he must
understand others. Egotism disrupts this kind
of understanding, and therefore, also the
communication process. :
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6) Socio-Psychological

7)

b) Emotions: Constructive emotions such as
affection and friendliness aid communication
while destructive emotions such ‘as bitterness
and nervousness hamper it and worsen the
relationships between people. A clean heart
and a quiet and calm mind are needed for
someone to communicate effectively.

c) Selective Perception: Selective perception is
a process via which an individual tends to
ignore ideas which disturb him or go against
his existing viewpoints, but is receptive to
those which bring him comfort and suit his
beliefs. It can prove to be a significant
obstacle in the way of communication. '

Barriers: These are of

following types:

i)

iii)

Personal Attitudes: Effective communication is
not possible if one cannot overcome the hurdles
like personal attitudes and opinions. For
example, someone may feel that, regardless of
another person’s religion, if he is a good person
he can be a friend. However, another may be of
the narrow-minded view who thinks if a certain
person is not of the same religion as himself, he
cannot be a friend. :

Close-Mindedness: A close-minded person is an
unreceptive person who is not willing to consider
new ideas. Such a person is very difficult to
communicate with and such person feels that he
knows everything and there is nothing which is
worth knowing.

Status-Consciousness: At times, a junior or
senior’s being too conscious of his status might
interrupt the communication process in an
organisation. Subordinates may fear conveying
any disagreeable message to their superiors. They
may be too aware of their low status and fear of
being insulted. Seniors who are very conscious of
their high status may be of the view that asking
their juniors for suggestions would be humiliating

for them.

Cultural Barriers: If employees from different
cultural backgrounds work for the same organisation,
a huge barrier in communication could arise. The
same symbols or actions can stand for separate things
to people belonging to different cultures.

For example, the colour ‘black’ is a symbol of death
and mourning in Western countries while in the

Eastern countries the colour ‘white’ has the same
meaning and symbolism. In the U.S.A. most people
love to be called by their first name while people in

India an
surname.

i)

d Britain prefer to be called by their title or

'Language: Despite being a global language,
there are millions of individuals around 'the world
who do not or are not able to communicate well
in English. There = can be a number of

ii)

iii)
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Also, most of the pcop'le'choose their mother
tongue for communication as they a:: ﬂ:}?re
comfortable in their native ‘language ra erThan
communicating in the sccpnd language. Thus,
language acts as 2 barrier to cross-cultura]

communication.
Hostile Stereotypes: Stereotyping refers to the
various types of assumptions made regarding the

traits of particular person Of group of persons

belonging to a different  region. ‘In‘any group or
organisation, ~one of the major barriers to
communication can. be observed in the form of

wrong and . hostile stereotyping of individuals
who belong to a different place.

For example, impatient and aljrogant are {he
stereotype traits related to American. It is quite
clear that all Americans are not arrogant and

‘unfriendly and at the same time, all are not

tolerant and amicable. Thus, there- can be
misconceptions and barriers to communication

due to absurd prejudging.

Behaviour Differences: There can be a
misunderstanding among individuals belonging
to different cultures due to the differences in their
behaviours. Each culture has its own native
language, rituals, set of beliefs and behaviours
which act as a cultural barrier.

For example, some people believe that looking
in the eyes of the other person while talking is not
a good gesture, while not doing so is considered
disgraceful in other cultures. Similarly, there are
some cultures where people are very close while
interacting with each other; while, there are some
other cultures where people maintain a proper
distance when interacting with others.

Emotional Display: The correct display of
emotion varies from one culture to another.

For example, in corporate culture, expression of
anger, fear or frustration is not usually
acceptable. The emotions of individuals
belonging to organisational cultures are hidden:
they only talk about the facts. While on the other

~ hand, there are other cultures where expressing

v)

gmotions is acceptable. Thus,
emotions also acts as a cultural barrier.

‘I:«]thnocentrism: When the words “us” and
‘them” separate one culture from another, it is
known as ethnocentrism. Indjviduals who
bel?ng to the similar cultural group are treated
as ‘one of us’, i.e., in-group members, while
the individuals from other cultures are

displaying

considered as out-group. Preference is ‘always
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Obsolete Technology: The use of
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11) Lack of Technological Knowledge: If either
the conveyor of the message or its recipient, or
both, lacks the necessary technological
knowledge to operate communication devices,
then there are less chances of the message being
correctly sent or accepted. The employees
operating the technology at both ends should be

well  trained to keep up with its latest
developments.

iii) Technical Noise: This relates to problems in the
device through which communication is being
made. For example, disturbance on a mobile
phone, a malfunctioning LCD projector, etc.

iv) Hurdles at the Decoding Stage: Communication
may collapse at the receiving end because of the
lack of attention of the recipient, his weak

reading or writing abilities, his emotional biases,
etc.

1.7.3. Gateways to Communication

Various approaches for overcoming the barriers and

making the communication effective are as follows:

1) Two-Way Communication: A company’s guidelines
and policies should focus on creating and maintaining a
two-way communication system.

The communication system should be such that it
facilitates smooth flow of information in both vertical
and horizontal hierarchy of the organisation. It should
bring both the parties together and help in.developing
better understanding between them. ,

The feedback system of the organisation should be such
that there are minimum chances of distortion or
misinterpretation  of facts. A proper two-way
communication system also helps in bridging the
communication gap.

2) Reinforcing the Communication -Network:
Effectiveness of a communication system also
depends on the strength of the communication
network. An organisation should ensure that the
communication process is simple and there are
‘minimum layers ‘in it. An organisation can
significantly improve its decentralisation and
delegation system by conducting regular meetings,
conferences, and feedback sessions. A

3)

4

5)

6)

7)

8)
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So there should be no divergence in the words and
deeds of the superior. He/she must be truthful in
passing an. order or taking an action because
effectiveness of the communicated message depends

upon the level of trust that the subordinates have on
their superior.

Effective Listening: In order to become an effective
communicator a sender should also be an effective
listener. Employees in the management position
should encourage their subordinates to share their
thoughts and give, inputs regarding work related
activities. In this way a manager receives useful
feedback and also gains an insight regarding the needs
and demands of his subordinates.

Selection of Effective Communication Channel:
The channel of sending and receiving a -
communication message should be quite effective. An
effective channel of communication can be defined as
a medium through which the message is delivered to
the right person, at the right time and in the manner as
intended by the sender of the message.

Development of Proper Interpersonal Relations: :
Interpersonal relationship among the employees at_ ‘-‘_}:
different levels of the organisation is essential for the =

smooth functioning of the organisation. e

There should be mutual trust and loyalty a}‘:‘(l’_:l‘(gi.
superiors and subordinates. The ofﬁcxalasl smgég ‘-
ensure that communication remains a mutu .P‘r.; 7

and not a one way activity. i



