
Theory of Communication

“Communication is the process of passing 
information and understanding from one 

person to another.” – Keith Davis
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Characteristics of Communication

• It is dynamic and always in a state of flux.

• It is situational.

• It requires a channel or a medium.
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The communication process
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The importance of communication in 
business

1. Exchanging information 
2. Preparing plans and policies
3. Execution of plans and policies
4. Increasing employee’s efficiency
5. Achieving goals
6. Solving problems
7. Making decisions
8. Improving industrial relation
9. Publicity of goods and services
10. Removing controversies
11. Enhancing employee satisfaction
12. Enhancing loyalty
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Importance of communication in the 
corporate and global world

1. Manage the complexities of Business 
Organization

2. Information technology revolution

3. Growing specialisation

4. Global village

5. Growing competition

6. Trade Unions
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Impact of 
Technological 

Advancements on 
Communication
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Advantages of Technology

1. Speeds the sending of 
information.

2. Improves organisational 
communication.

3. Speeds decision making in an 
organization.

4. Increases participation in 
organizational process.

5. Influences the way people 
interact in organisations.

6. Structures organisational life.
7. Supports open discussion.
8. Elimnates stereotypical 

classifications.
9. Provides a voice to those who 

normally would not speak up in 
groups.

Disadvantages of Technology 

1. Poor substitute for face –
to – face communication.

2. Difficulty in training 
employees.

3. Expensive.

4. Not safe.
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End of chapter
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Objectives and Channels of 
Communication



Objectives 
1. Information 

2. Advice

3. Order

4. Suggestions

5. Persuasion

6. Education

7. Warning

8. Motivation

9. Raising Morale



Information 
To inform is to give knowledge to 

another person or group of persons.





Order and 
Instructions 

An order is an oral or written 
communication directing the starting, 
stopping or modification of an activity.



Suggestions 

To suggest is to 
put forward an 

idea as a 
possibility or as 

a proposal.



Persuasion 

Persuasion is the process by 
which a person’s attitude 
and behaviour towards 



Warning 

To warn means to inform  person of unpleasant 
consequences or possible danger.



Motivation and Raising Morale

Motivation is the inner state 
that energises, activates or 
moves and which directs or 

channels behaviours 
towards certain goals.



Education and Training

Education is the 
process of facilitating 

learning, or the 
acquisition of 

knowledge, skills, 
values, beliefs and 

habits.

Training is the art of 
teaching skills and 

expertise to an 
individual depending on 

the type of job.



Types of Communication

Internal Communication External Communication



Channels of Communication

Horizontal Communication Vertical Communication

• Upward 
Communication

• Downward 
Communication



Downward 
communication 

Formal Channels of 
Communication

1. Over communication

2. Under communication

3. Time consuming

4. Loss of information

5. Distortion

6. Resistance

7. Different priorities

1. Reports

2. The open door policy

3. Group gatherings

4. Complaints & Suggestion 
boxes

5. Direct correspondence 

6. Counselling

7. Using MBWA

8. Exit interviews

9. Grapevine 

Upward 
communication 



Diagonal Communication

Diagonal or crosswise 
communication takes place when 
people working at the same level 
interact with those working at a 



Informal Channel

Grapevine 

Where there are people 
there are GRAPEVINES…

Consensus and Consultation

• Common agreement of 
opinion among a group of 
persons is known as 
“Consensus”.

• Consultation is a forward 
looking process as it 

provides for decisions based 
on mutual consultation.
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Methods of Communication



Oral Communication

1. Clear pronunciation

2. Clarity and Precision 

3. Brevity (concise and exact use of 
words)

4. Proper “tone”

5. Correct pitch

6. Para language – not only what we 
speak but how we speak it!

Written 
Communication



Body Language 

1. Facial expressions
2. Eye contact
3. Gestures
4. Silence
5. Posture
6. Touch 
7. Dress and 

Grooming
8. Colour 
9. Proxemics 



Sign Language



Posters 



Graphs 



Business Etiquettes



Modes of Communication

1. Telephones 

2. Fax

3. Voice mail

4. SMS

5. Teleconferences – audio, video, computer

6. Computers

7. Internet 

8. E – Mail 



Tips for successful Teleconferences

One speaker at a time

Introduce guest speakers

Know when to mute the line.

Avoid using cell phone

Introduce oneself before speaking

Contact the telephone coordinator if 
experiencing any challenge.

Follow up on committed action items.



E - Mail

Advantages 

1. Speed

2. Low cost

3. Quick distribution

4. Flexibility

5. Easy attachments

6. Easy upward 
communications

Disadvantages 

1. Speed

2. Degree of formality

3. Security 



Advantages & Disadvantages of using 
computers
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Barriers to Communication



Different barriers to communication

Physical Barriers

Psychological barriers

Cross – cultural barriers

Language barriers

Organizational barriers



Physical barriers

1. Noise 

2. Time

3. Defect in instruments of communication



Psychological barriers
1. Different perceptions
2. Resistance to change

3. Unclarified assumptions
4. The closed mind

5. Fear
6. Misunderstandings
7. Halo/ Horn effect
8. Inattentiveness 

9. Emotions
10. Abstracting 

11. Slanting 
12. Polarisation 

13. Snap reaction





Cross cultural barriers / Socio – cultural 
barriers



Language Barriers to communication



Organisational Barriers 

• Status and position

• By – passed instructions

• Wrong choice of medium

• Faulty transmission and poor retention



Overcoming communication barriers

1. Transparency in communication

2. Making right ethical choices

3. Improvement of communication skills
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Ethics 





1. Privacy 

2. Security and crime

3. Free expression and content control 

4. Equity and access

5. Intellectual property 

6. Moral responsibility 

• Issues in Computer 
Ethics



10 commandments of computer ethics

1. Do not use the computer in ways that may harm other people.
2. Do not use technology to cause interference in other user’s work.
3. Do not spy on another person’s computer data.
4. Do not use technology to steal information.
5. Do not contribute to the spread of misinformation using computer 

technology.
6. Refrain from copying software or buying pirated copies.
7. Do not use someone else’s computer resources unless you are 

authorized to do so.
8. It is wrong to claim ownership on a work which is the output of someone 

else’s intellect.
9. Before developing a software, think about the social impact it can have.
10. In using computers for communication be respectful with the fellow 

members.





Some Do’s and Don’ts for corporation & 
directors (Gandhian)

1. Do care for the interests of all 
shareholders.

2. Do not indulge in deception.

3. Do be truthful in accounting and financial 
transactions.

4. Do be fair in dealings with internal & 
external constituencies.

5. Do promptly disclose any conflicts of 
interests.

6. Do not violate the rights of employees.

7. Do not tolerate cruelty to animals.





Business Ethics

1. Misuse of work time

2. Misuse of company resources 

3. Risk to company computer systems, 
network or data

4. Disclosure of confidential or other Non –
public information

5. Disparagement or harassment

• Ethical challenges in 
Business



CSR & Importance

1. Sustainable development
2. Globalisation
3. Governance
4. Communications
5. Corporate sector impact
6. Finance
7. Ethics
8. Consistency & 

Community
9. Leadership
10. Business tool



CSR

Advantages 

1. Improved financial 
performance

2. Enhanced brand image & 
reputation

3. Increased sales & customer 
loyalty

4. Increased ability to attract & 
retain employees

5. Reduced regulatory oversight

6. Easier access to capital

Disadvantages 

1. Costs

2. Greenwashing



Surrogate advertising 



Patents and Intellectual Property 
Rights



Dumping of E -
waste



Dumping of E -
waste



Human Rights 
Violations and 
Discrimination



Pirac
y 

• In the simplest 
terms, piracy is 

obtaining materials 
without the proper 

rights of legal 
ownership. 



Child 
Labour



Insurance 
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