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Preface
 

The value of communication,particularly in business situations, cannot be overemphasized.

It is the bedrock on which all important organizational functions are based. It facilitates

interaction at personal, interpersonal, and teamlevels for the fulfilment of organizational

goals and objectives.

The second edition is an improvementonthefirst edition in that short cases have been

addedto each chapter (except chapter 2 and 14). This would enable the readers to have prac-

tical insights on therealities of communication at the workplace. The second edition also

includes interviews and comments of seasoned professionals, on “what constitutes effective

communicationat the workplace”. I hopethat you enjoy reading the second edition; feel free

to pen down your commentsandsuggestions to meat: payal@iiml.ac.in

COMMUNICATION IS EVOLVING RAPIDLY

Communication has evolved over the years. Face-to-face interactions of the past have given

way to technology-driven channels of communication in present times. Communication

audit, crisis communication,financial communication, communication beyond boundaries,

and corporate communicationare the new buzzwords in the language of business.

{tis notdifficult to predict the new frontiers of business communication. Ina borderless world

(well, almost), technology will dictate the form of communication, making it necessary for us to

revisit the normsofdirect and indirect communication. A few experts also predict the gradual

demise of face-to-face interaction in business situations. Whatever the case may be, the mes-

sage—with its focus on whatis to be said, how and whenit is to be said, and at what cost—is

becoming the uncrowned king ofbusiness communication. Regardless ofthe channel, form, and

language used, designing messagesto achieve the objective ofthe organizationis the crux ofbusi-

hess communication. This is whyit is imperative for managementstudentsto learn how to com-

municate effectively in a business environment. Forthis to happen, management students need to

understand and appreciate the concepts that underlie workplace communication, and this book

isan endeavorin this direction.

Business Communication for Managers, aimed at all MBA students, begins by briefly

analysing the various theories of communication because I believe that a sound theoretical

knowledge always helps to improve one’s grasp overthe practical aspects of communication.

it demonstrates methodsofeffective communication through examples,real-life scenarios

and role-plays, It adopts a multi-dimensional and integrative approach to solve communica-

tion dilemmasat the workplace and touches upon the thoughtsrelated to attention, percep-

tion, empathy, and professionalism.

STRUCTURE OF THE BOOK

Chapter 1, “Introduction to Business Communication”, introduces studentsto the value of

communication in the business world and talks about barriers to the same.

 

Chapter 2, “Theories of Interpersonal and Organizational Communication”, presents

the various theories associated with communication, and discusses whyit is good to have a

Sound knowledge of communication theories in order to communicate effectively.

Chapter 3, “Interpersonal Communication”, explores the complexitiy of interpersonal

Communication as well as the key issues aboutrelationships thatinfluence the same.
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i i i izes that youcompletely useless. Your team leader Ankushis sees sie heaeGecoke

: re f your discussions. You decide 5haven't kept any written record o:

. E in points youcase from your group to play the part ofAnkush.What arethe cePointsyou

i i ill you do it? How will youwould like to convey to him and how wi
happen again?

: ion to Businessing this: Chapter 1, “Introduction ;to go through before attempting el ne

came Chapter 3, “Interpersonal Communication”; Chapter 10, “Intro

Business Writing”.

The Dilemma over E-mails

j is one problemYou work for a reputed financial firm and are good: yourJoeaeeaie aul
sure whether to useface regularly, You can never be sure w ee

asVou sabe 46se “we” but are aware that your teammates aivaysa-es

there aire other people working on that project with them. Borsee pet Seiasitien
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"| : i co

t "Chobe ae of your batchmates to play the part of Faroot ayossere

that you take enoughresponsibilities? As a hard working employee,

somethinglike this is not repeated?

is: © “Interpersonal Communication’;ing this: Chapter 3, “Interpersonato go through before attempting is: pe ialcri

Coeur!0, atvoduction to Business Writing’: Chapter 12, “Business Letters, M

and E-mails”,   
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felt-concepts, 84
fogging, 73-74
forethought, 41
forms of communication, 70-74
framing, 41

for negotiation, 161

G
gender-neutral business

etiquettes, 11

Gerbner, George, 34

gestures, 10-11, 325-333

getting along with others, 68
grammar, 220-223

colon rules, 221-222

commarules, 220-221

in e-mail messages, 289.

en dashes and em dashes, 223

inverted commarules, 223

semicolon rules, 222

group communication, 33

group discussions, 340-346
classification of, 342
communication skills needed, 342
evaluation of, 342
knowledgelevelfor, 341
leadership skills for, 342
real-life scenarios, 344346
team dynamics and, 342
types of, 343 °

groupthink, 41-42
Gunning fog index, 209-237

H
haptics, 119-120
heuristic value oftheory, 34
highassertion -high cooperation, form

ofcommun ication, 70
high assertion-low cooperation, form

of communication,7
high society, 117
horizontal (sideways)

communication, 4
hypodermic needle theory, 38

id, 81-82

ignoring/defecting, 40
illocutionaryforce, 48
imitating, 40
Indian tourism industry, 135
ineffective communication Systems, 2
ineffective conversationalists, 88~89
information overload, 19
initiating, 40
inspirationalstyle of

communication, 69
instant messaging, 46
interactionist theory, of organizational

communication, 34
intercultural communication in

workplace, 120-127
cultural conflicts, 123-124
Strategies for resolvingconflicts,

124-125°
virtual teams, 126~127

internal attribution, 35
internal communications, 5

in a crisis, 137-138
interpersonal communication, 33

barriers to, 57-59
between clients and employees, 59
constructive, 67

cultural factors, 58
defined, 56
destructive, 67
ego and, 57
emotionalintelligence, 66-68
environmental context in, 57
evolving model, 56-57
extrinsic factors, 57-58
facade ofgroup cohesiveness, 59
feelings ofin leriority/superiority

and, 57
geographical and spatial distances,

effect of, 57
getting along with others, 68
inevitability of, 57
intrinsic factors, 57
irrevocability of, 57
Johari window, 60-66
misinterpretation in, 57
between peers, 59
personal attitude in, 57
Principles of, 57
process of interpersonal semantics,

60-62
Psychological contextin, 57
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Popular question. S asked iinterview, 351~355 during aPreparingfor, 350-35)Stages in, 359

telephone interviews, 355-356types of interview, 346-349video conference interviews356-357
Johari window

K

blind area, 61
facade, 61-62
managerial implications, 62-64
open area, 61
rationale, 60
in relation to others, 60
Tuckman’s model, 64-65
unknownarea, 62

kinesics, 119-120

L
reciprocal behaviour, 59
relational context in, 57
repercussions ofunhealthy

interpersonalrelations, 55
respect and, 59
role of “perceived dependence? 58
Situational context in, 57
understress, 69-74
stress and, 57
between supervisor and

subordinate, 58-59
technological inventions and, 58
useful functions, 55
variety ofstyles to

communicate, 69
interpersonal communication, at the

workplace, 1-2
interpretative and interaction

theories, 42
interpretive theory, of organizational

communication, 34
intonation, 82
intrapersonal communication, 33

J
Japanese openoffice system, 119
Jargon, 41

job interview process

Language, asa systemofsigns, 46
language expectancy theory, 42~43
large-scale crisis, 136
legal issues, in communication, 2
legends, 41
Leitkultur, 116
line ofcommunication, 7
linguistic strategies, 43
linguistic styles, 86
listening, 1
logos, 20, 37, 104, 179, 232
low assertion-high cooperation, form

of communication, 70
low assertion-low cooperation, form

of communication, 70

M
Maruti Suzuki, 139
Mattel, 139-149
media effects, 34
media richness and media naturalness

theories, 44—45
meetings, business. See business

meetings
Mehrabian, Albert, 10
melting pot, 16
memo, 232~233

format, 283
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information seeking, 284

notices as, 284

showcause notice as, 284

transfer, 285

warningsin format of, 285
mental map, 252-253

message
components, 247

definition, 247
preparation, 247-248

message production, 34
metaphor, 41
methods of communication

electronic mail or e-mail, 7
electronic messages, 5
meetings, 5

memorandum,5
presentations, 5

public notices on bulletin boards, 5

reports, 5

staff bulletins or magazines, 5
telephone conversation, 6
via fax or facsimile machine, 6
via local area network (LAN), 6

video conferences,6
written messages, 5

Minto’s Pyramid Principle, 254
miscommunication, 12-13

model of text comprehension,44
moderate assertion-moderate

cooperation, form of
communication, 70

moment-to-momentinteractions, 40

monochronic culture, 114

monoculturalism, 116

Monroe's Motivated Sequence
Presentation Pattern, 189

motivated audience, 40

myths, 41

national/ethnic culture, 117

negotiation, 40

approachesto, 162-163
authority and, 161
barriers to, 162
characteristics, 159
connection powerand, 161
effective negotiator, 160
effectiveness of communication in,

161-162

empathy and, 161
examples of poor negotiation

semantics, 163-164

expert powerand, 161

 

framingfor, 161
information powerand, 161
normsfor, 161
planning for, 160-161
powerbasesin, 161
presentation of facts and evidence,

161-162

semantics, 163

skills, 160
use of non-verballanguage, 159

networking, 330-331
network theory, 43
Nokia, 141

non-verbal communication, 1, 10-12

appearance, 11

eye contact, 10

facial expressions, 10
gestures, 10-11, 325-333
posture and body orientation, 11
proximity, 11

vocal elements,12
notices, 291-292

0
oculesics, 119-120
office circulars, 290
office orders, 290-291
one-way communication,4

openingstage, in argumentative

dialogue, 36
opennessoftheory, 34

opponents, 157

organizational communication, 33

goals of, 3
organizationalculture, 122-123
outcomeassertion, 74

P

parsimonyoftheory, 34
passive aggressive communication

style, 71
passivelistening, 19-20
passive style of communication, 69
pathos, 37, 104, 179, 232
performance appraisal meeting, 150
perlocutionaryacts, 48
personalattitude, 57
persuasion

agree to disagree reasonably,
105-107

analysis of audience, 98
by authority, 101
bait and switch approach for, 102
barriers to, 99
commitment, 99, 101

credibility and, 99
cues in, 101
door-in-the-face approachfor, 102
effectiveness of a persuasive

message, 102

elaboration likelihood model,
101-102

follow up, 99
foot-in-the-door approach for, 102
liking and, 102
poorrelationship and, 99
preconditionsfor, 102

process of, 97-99
by reciprocity, 102
scarcity and, 102
segmenting the audience for, 98
social proof and, 101
strategies at work, 101-103
techniquesfor specific audiences,98
theory of, 39-40
throughstorytelling, 102

values,beliefs, and attitudes, 97, 99
in writing, 259

phenomenologicalrealities, 82
polychronicculture, 114
pragmatic argumentation, 36

presentations

action-oriented ending, 195
advantage and disadvantage

method, 193
as an opportunity, 175

asking questions, 191-192
audience analysis, 181-184
beginning of, 190-192
body language and, 198-204
cause-and-effect method, 193
chronological technique, 193

clothing, 204
combination approach, 194
commonproblemswith, 175-176
comparison and contrast

method, 193
componentapproach,194

components, 180

conclusion of, 194-195

dealing with stage fright, 196-197

delivery of, 195-208
elementsofeffective, 179

examples of weak andineffective

endings, 194-195
external, 175
eye contact, 201-202

facial expressions, 203

generalto specific approach,193

geographic segmentation, 194

 

Sestures, 202-203
handling questions, 204-206
handouts, 209
humour,use of, 190-19]
ideal presenter, 197-198
importanceof, 174-175
impromptu, 175
informative, 175
internal, 175
medium for conveying messages, 185
middle part of, 192-194
motivational, 175
motivational thought ending, 195
outline of delivery, 195
personal anecdotes in, 19]
persuasive, 175
planned, 175
posture, 203
preparation anddelivery, 185-189
problem andsolution method, 194
quick recap, 195
quotations in, 192
quoting of extensivestatistics or

facts, 190
Space management, 203-204
speaking stages, 196
specific to general approach, 193
story, use of, 192
Strategies, 178-185
successful opening Strategies, 190
tenets of, 176-178
topical beginning, 190
types, 175
typical ending, 195
understanding situation/context,

184-185
visual aids, use of, 191, 206-209
visual cues, 201-203
vocal and verbal enhancements

in, 204
vocal quality of the speaker, 200
Voice workouts, 200-201

Priming, 44
Productrecall, 138,
Professional handshakes, 11
Proposals, business

Parts of, 319-320
sample, 369-370
submission of, 320-322
types, 318-319

Proverbs and culture, 120-122Proxemics, 119-120
Punctuality, 114

Q
qualifier, 36
questioning/synthesizing, 40

R
ramblers, 156

readability, of written communication,
235-236

reading, 1, 44
rebuttal, 36

reception skills, 1
recruitment communication

acceptanceletter, 334
cold call letters, 334
coverletter, 331-334
ideal coverletter, 331
letters of inquiry, 334
rejection letter, 335
Tesponse to an advertisement, 333
response to a placement agency,

333-334
responseto blind advertisement, 333
résumé, 335-336
thank youletter, 334
withdrawalletter, 335

reduced-cues Perspective of
communication, 45-46

regularity-based argumentation, 36
rejecting, 40
reports

analytical, 300-301
classification, 297-301
components offormal, 312-314
findings, conclusions, and

recommendations in, 314-315
formal/manuscript, 301
headings, 315-316
informal, 299
informational, 300
letter, 301
longformal, 299
memo,301
problem statement, 311-312
qualities of an ideal, 296-297
reportingstyles, 302-303
routine, 298, 392
sample long, 371-389
short formal, 299
short informal, 390-391
stages in writing of, 303-310
task, 298

title of, 310
use ofvisual aids, 316-317
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résumé, 335-340
do’s and don'ts, 338
as €-mail attachments, 340
format, 335~336
sample, 337
scannable, 339
writing, 335

thetoric, Principle of, 37, 102-104
rites, 4]

rituals, 41
rule-based argumentation, 36

S
salad bowlculture, 116
secondary/subgroup culture, 117
semiotics, 34, 46
sense-making, 46-47
Short Message Service (SMS), 6
side talkers, 156
situation statement, 260
skip level meetings, 149-150
slogans, 41
small-scale crisis, 136
social media, 8
source credibility, 136
speech act phenomena, 48-49
speaking,1
spin, 41

stand-up meetings, 150
strategy in communications, 24-26
stressful communication, 69
strokes, 82
structural and functional theories,

of organizational
communication, 34

subjugation cultures, 115
successful communication, 2
symbolic interactionism, 47-48
Systematic style ofcommunication, 69

T
Tata Consultancy Services, 25
technology and communication, |
tenets of uncertainty, 49
theoretical scope of theory, 34
theories of communication

adaptive structuration theory, 37
argumentation theory, 35-37
attribution, 35
classical rhetoric theory, 37-38
cognitive dissonance theory, 39
contagiontheory, 38
criteria or properties of theories, 34
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elaboration likelihood model
(ELM), 39-40

enactmenttheory, 40-41
framing, 41
groupthink, 41-42
interpretative andinteraction

theories, 42
language expectancy theory, 42-43

media richness and media
naturalness theories, 44—45

modelof text comprehension, 44

network theory, 43
priming, 44

reduced-cues perspective, 45-46

semiotics, 46
sense-making, 46-47
social presence theory, 46
speech act phenomena, 48-49

symbolic interactionism, 47-48
Thumbing Generation, 8
time constraints in communication, 2

Toyota Motor Corporation, 139
transactional response, 82
transactional stimulus, 82
transactions, analysis of

adult state, 82, 84, 88
and business, 83
child state, 83-84, 87
complementary transaction, 84-85

crossed transactions, 85

duplex or ulterior transactions, 85
ineffective conversationalists, 88-89

intonation, 82

managing conversations, 86
parent state, 83-85, 88

strokes, 82
structural analysis, 86-87
three ego states, 82-84, 87-88
transactional response, 84

transactional stimulus, 84

Tuckman’s Model of Team
Development, 64-65

forming, 64
norming, 65
performing, 65
storming, 64-65

turn-taking phenomena, 86

Twitter, 8

two-way communication, 4

U
ulterior transactions, 85
uncertainty reduction theory, 49

V
validity of theory, 34
verbal communication, 10-12

vertical downwards communications, 4

vertical upwards communication, 4

W
wallflowers, 157
warrant, 36

Western closed office system, 119
whistle-blowing and whistle-blowers, 135

Wipro, 25-26

writing, 1

written communication. See also
business writing

business messages, 231-233
direct and indirect approaches,

298-299

documentlayout, 234-235
drafting the delivery ofbad news,

298-299

ethical writing practices, 237
framing, 249-254
mental map, 252-254
messages, 247-248
in a multicultural environment,

236-237

readability of, 235-236
situation statement, 260

 

 
 

 


