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UNIT I: INTRODUCTION TO BUSINESS COMMUNICATION 

 

Communication is one of the most vital human activities and serves as the foundation of 

all social, academic, and professional relationships. In the business world, 

communication ensures the smooth functioning of operations, coordination among 

employees, and effective interaction with customers and stakeholders. The term 

―communication‖ originates from the Latin word communi-care, which means ―to share.‖ 

It refers to the act of transmitting information, ideas, emotions, and understanding from 

one person to another. 

 

Business communication, therefore, can be defined as the process of sharing information 

within and outside an organization for promoting its goals, services, and image. It 

involves all forms of communication used to convey business-related information — 

whether written, oral, or non-verbal — in a professional context. The purpose of business 

communication is not merely to transmit messages but to ensure mutual understanding 

and productive outcomes. 

 

The objectives of business communication include the exchange of ideas, persuasion, 

coordination, motivation, and establishing a favorable image of the organization. It helps 

in building trust, fostering relationships, and achieving organizational goals efficiently. 

 

The importance of communication in business cannot be overstated. It is essential for 

decision-making, planning, coordination, and control. Managers rely heavily on 

communication to give instructions, receive feedback, and maintain relationships with 

employees and clients. Effective communication reduces misunderstandings and 

increases productivity. 

 

Principles of Effective Communication 

Effective communication requires clarity, accuracy, and courtesy. The ―Seven Cs of 

Communication‖ are often used as a guideline: clarity, conciseness, correctness, 

completeness, consideration, courtesy, and concreteness. Clarity ensures the message is 

easily understood; conciseness prevents unnecessary length; correctness avoids errors; 

completeness ensures no vital detail is omitted; consideration and courtesy foster 



goodwill, and concreteness makes communication specific and factual. 

 

Process of Communication 

Communication is a process that involves several key elements: sender, message, 

encoding, channel, receiver, decoding, feedback, and noise. The sender initiates 

communication by encoding the message, choosing a suitable channel, and sending it to 

the receiver, who then decodes it. Feedback from the receiver indicates whether the 

message was understood correctly. Noise refers to any factor — physical or 

psychological — that distorts or hinders communication. 

 

Types of Communication 

Communication in business can be categorized according to direction, formality, and 

medium. According to direction: upward (from subordinates to superiors), downward 

(from superiors to subordinates), horizontal (among peers), and diagonal (across 

departments). According to formality: formal communication follows official channels, 

while informal communication (the ―grapevine‖) occurs naturally among employees. 

According to medium: verbal (spoken and written) and non-verbal (body language, 

gestures, tone). 

 

Media of Communication 

The media of communication include oral, written, visual, audio-visual, and electronic 

forms. Oral media involve meetings, interviews, and discussions. Written media include 

letters, reports, memos, and emails. Visual and audio-visual media combine images and 

sounds through presentations or teleconferences. Modern communication also relies on 

emails, social media, and teleconferencing for speed and reach. 

 

Non-Verbal Communication 

Non-verbal communication plays a crucial role in expressing emotions, attitudes, and 

intentions beyond words. Body language, facial expressions, gestures, tone, and posture 

all influence how messages are interpreted. Kinesics is the study of body movements 

such as gestures, facial expressions, and postures. It reveals a person’s attitude and 

confidence. Proxemics refers to the study of space and distance in communication. The 

amount of physical space people maintain during interaction reflects their level of 

comfort and relationship. Both kinesics and proxemics form an integral part of non-

verbal communication analysis. 

Kinesics Effect: Kinesics, often referred to as the “language of the body,” is the study of 

body movements, gestures, facial expressions, and postures that communicate messages 

without the use of words. The kinesics effect plays a crucial role in interpersonal 

communication, as it conveys emotions, attitudes, and intentions more powerfully and 

immediately than verbal expressions. Every movement — from a nod, smile, or raised 



eyebrow to the folding of arms or tapping of feet — carries meaning and can significantly 

alter how a message is perceived. For instance, maintaining eye contact generally signifies 

confidence and attentiveness, while avoiding it may indicate nervousness, dishonesty, or 

shyness. Similarly, open body posture reflects approachability and interest, whereas closed 

or defensive postures suggest discomfort or disagreement. In cross-cultural 

communication, the kinesics effect becomes even more significant, as gestures and 

expressions that are positive in one culture may be offensive in another. Effective 

communicators are therefore those who not only use appropriate body language but also 

accurately interpret others’ nonverbal signals. The kinesics effect enhances the clarity, 

credibility, and emotional depth of communication, bridging gaps where words might fail. In 

essence, kinesics forms an indispensable component of human interaction, shaping 

understanding and emotional connection in both personal and professional relationships. 

Comprehension of Reality : Comprehension of reality in communication skills refers to the 

ability to understand, interpret, and respond to the actual context, facts, and circumstances 

surrounding any communicative situation. It goes beyond merely exchanging words and 

emphasizes perceiving the underlying truth, intentions, and emotions of the speaker or 

audience. Effective communicators accurately assess the environment, social cues, and the 

needs of their listeners to tailor their message appropriately. This comprehension involves 

recognizing biases, assumptions, and perceptual differences that may affect how 

information is received and interpreted. By grounding communication in reality, individuals 

can avoid misunderstandings, misinterpretations, and conflicts, ensuring that messages are 

clear, relevant, and meaningful. Moreover, it fosters authenticity, credibility, and trust, as 

the communicator demonstrates awareness and responsiveness to real situations rather 

than abstract or idealized notions. In professional and personal contexts alike, 

comprehension of reality is essential for problem-solving, negotiation, decision-making, and 

building strong relationships, making it a core skill for effective and impactful 

communication. 

Barriers in comprehension of Reality: The comprehension of reality in communication 

can be hindered by several barriers that distort understanding and lead to 

misinterpretation. One major barrier is perceptual bias, where individuals interpret 

information based on personal beliefs, experiences, or stereotypes rather than the actual 

facts. Emotional interference is another significant barrier; strong emotions like anger, 

fear, or excitement can cloud judgment and prevent accurate perception of reality. Cultural 

differences also play a crucial role, as varying norms, values, and communication styles can 

cause misunderstandings between people from different backgrounds. Language 

limitations — including vocabulary, jargon, or ambiguous expressions — can further 

obstruct clear comprehension. Additionally, information overload or too much data at 

once may overwhelm the receiver, leading to selective attention and misinterpretation. 

Psychological barriers, such as prejudices, assumptions, and rigid thinking, can make 

individuals resistant to seeing the true nature of a situation. Lastly, environmental 

distractions, such as noise, interruptions, or poor communication channels, can prevent 

the accurate reception of messages. Overcoming these barriers requires active listening, 



critical thinking, cultural sensitivity, and conscious effort to remain objective and attentive. 

 

UNIT II: BARRIERS TO COMMUNICATION 

 

Even the most carefully planned communication can fail if barriers arise in the process. 

These barriers may distort messages, create misunderstandings, or completely block 

communication. The effectiveness of communication depends on the sender’s ability to 

minimize these barriers. 

 

Physical Barriers 

These include noise, faulty equipment, poor lighting, and geographical distance. For 

instance, unclear phone lines, unreadable handwriting, or long distances can obstruct 

smooth communication. 

 

Semantic Barriers 

Semantic barriers arise due to misinterpretation of words and symbols. Words can carry 

multiple meanings or be understood differently depending on context or culture. Jargon, 

technical terms, and ambiguous expressions often lead to semantic confusion. 

 

Psychological and Emotional Barriers 

Human emotions such as fear, mistrust, or prejudice can interfere with communication. 

When people are angry or anxious, they tend to interpret messages negatively. Similarly, 

lack of confidence or excessive ego can distort how messages are sent or received. 

 

Socio-Psychological Barriers 

Differences in perception, attitudes, and social values often cause barriers. For instance, a 

manager’s perception of an employee’s performance may differ from the employee’s 

self-assessment. Stereotypes and status consciousness also hinder open communication. 

 

Wrong Choice of Media 

Using an inappropriate medium for a message can reduce its effectiveness. A confidential 

matter communicated via email rather than in person, or a complex report delivered 

orally instead of in writing, can lead to misunderstanding. 

 

Comprehension of Reality 

People interpret reality based on their experiences and expectations. This ―selective 

perception‖ affects how messages are understood. Two individuals may receive the same 

message but interpret it differently depending on their mindset. 

 

UNIT III: BUSINESS LETTERS 

 



Business letters are a formal medium of communication used to convey information, 

make requests, offer responses, and maintain professional relationships. A well-written 

business letter reflects the organization’s image and promotes goodwill. 

 

Layout of a Business Letter 

A standard business letter includes key parts: the heading, date, inside address, salutation, 

body, complimentary close, signature, and enclosure (if any). The tone should be polite, 

concise, and professional. 

 

Kinds of Business Letters 

Different situations in business require different types of letters. Letters of enquiry 

request information about products or services. Reply letters provide answers to 

enquiries. Order letters place requests for goods, while acknowledgement letters confirm 

receipt. Complaint letters express dissatisfaction, and adjustment letters respond to 

complaints with solutions. Circular letters announce policy changes or events to a group 

of people. Interview and appointment letters confirm job-related details and decisions. 

 

Each type requires tact, clarity, and correctness. The goal is to communicate effectively 

while maintaining goodwill. 

Examples  of letters: 

1. Inquiry Letter 

Purpose: To request information about a product, service, or terms. 

Sample: 

From: Greenfield Stationers 

123 Main Street 

New Delhi – 110001 

To: Excel Office Supplies 

45 Industrial Area 

Noida – 201301 

Date: 9 October 2025 

Subject: Inquiry About Office Furniture 

Dear Sir/Madam, 

We are in the process of upgrading our office furniture and came across your catalog 

online. We would appreciate it if you could provide detailed information regarding the 

following items: 



1. Executive chairs – materials, sizes, and price per unit. 

2. Office desks – available designs and bulk order discounts. 

3. Delivery schedules and warranty policies. 

Kindly send us your latest catalog and price list at your earliest convenience. 

Thank you for your attention. We look forward to your prompt reply. 

Yours faithfully, 

R. Sharma 

Purchasing Manager 

 

2. Reply to Inquiry Letter 

Purpose: To provide requested information and respond professionally. 

Sample: 

From: Excel Office Supplies 

45 Industrial Area 

Noida – 201301 

To: Greenfield Stationers 

123 Main Street 

New Delhi – 110001 

Date: 11 October 2025 

Subject: Reply to Your Inquiry About Office Furniture 

Dear Mr. Sharma, 

Thank you for your inquiry regarding our office furniture. We are pleased to provide the 

following information: 

1. Executive chairs: Available in leather and fabric, price ranging from ₹5,000 to 

₹8,000 per unit. 

2. Office desks: Modular designs in wood and metal, prices ranging from ₹7,000 to 

₹12,000 per unit. 

3. Delivery: Within 10–15 days for bulk orders. Warranty: 2 years on all items. 

We have also attached our latest catalog and price list for your reference. Please feel free 

to contact us for any further clarification. 

We look forward to serving your organization. 



Yours faithfully, 

S. Verma 

Sales Manager 

 

3. Order Letter 

Purpose: To place an order for goods or services. 

Sample: 

From: Greenfield Stationers 

123 Main Street 

New Delhi – 110001 

To: Excel Office Supplies 

45 Industrial Area 

Noida – 201301 

Date: 15 October 2025 

Subject: Order for Office Furniture 

Dear Sir/Madam, 

Following our recent correspondence, we would like to place an order for the following 

items: 

1. Executive chairs – 20 units (leather). 

2. Office desks – 15 units (modular wood). 

Please deliver the items to our office at 123 Main Street, New Delhi, by 30 October 2025. 

Kindly confirm the receipt of this order and provide an invoice. 

We appreciate your prompt attention and look forward to your service. 

Yours faithfully, 

R. Sharma 

Purchasing Manager 

 

4. Sales Letter 

Purpose: To promote products or services to potential clients. 



Sample: 

From: Excel Office Supplies 

45 Industrial Area 

Noida – 201301 

To: All Corporate Clients 

Date: 9 October 2025 

Subject: Special Offer on Office Furniture 

Dear Sir/Madam, 

We are excited to inform you about our special offer on premium office furniture for the 

upcoming festive season. For bulk orders above 50 units, we are offering a 15% discount 

along with free delivery and installation. 

Our range includes executive chairs, modular desks, filing cabinets, and ergonomic 

accessories, all designed to enhance comfort and productivity. 

Please contact us at sales@exceloffice.in or call 0120-3456789 for a personalized 

quotation. Take advantage of this offer before 31 October 2025! 

Yours faithfully, 

S. Verma 

Sales Manager 

 

5. Complaint Letter 

Purpose: To formally express dissatisfaction with goods or services. 

Sample: 

From: Greenfield Stationers 

123 Main Street 

New Delhi – 110001 

To: Excel Office Supplies 

45 Industrial Area 

Noida – 201301 

Date: 20 October 2025 

Subject: Complaint Regarding Damaged Delivery 



Dear Sir/Madam, 

We received our recent order of office furniture (Order No. 1023, dated 15 October 2025) 

yesterday. Upon inspection, we found that 5 executive chairs were damaged, and 2 

office desks had scratches on the surface. 

We request you to replace the damaged items immediately or provide a refund for the 

defective products. Please inform us about the procedure for returning the damaged 

goods. 

We expect your prompt action to resolve this issue. 

Yours faithfully, 

R. Sharma 

Purchasing Manager 

More examples : Interview, Appointment, Acknowledgement, Promotion  

1. Interview Letter 

Purpose: To invite a candidate for a job interview. 

Sample: 

From: BrightTech Solutions 

HR Department 

456 Business Park 

Gurgaon – 122001 

To: Mr. Rohan Mehta 

78 Green Avenue 

Delhi – 110015 

Date: 9 October 2025 

Subject: Invitation for Interview 

Dear Mr. Mehta, 

We are pleased to inform you that your application for the position of Marketing 

Executive has been shortlisted. We would like to invite you for an interview on 15 

October 2025 at 10:00 AM at our office, 456 Business Park, Gurgaon. 

Please bring a copy of your resume, educational certificates, and references. Kindly 

confirm your attendance by replying to this email or calling our HR department at 0124-

567890. 



We look forward to meeting you. 

Yours sincerely, 

A. Sharma 

HR Manager 

 

2. Seeking Appointment Letter 

Purpose: To request a meeting or appointment with someone. 

Sample: 

From: R.K. Enterprises 

123 Market Street 

Noida – 201301 

To: Mr. S. Verma 

Managing Director 

Excel Office Supplies 

45 Industrial Area 

Noida – 201301 

Date: 9 October 2025 

Subject: Request for Appointment 

Dear Sir, 

I am writing to request an appointment with you to discuss a potential business 

collaboration between our companies. I would appreciate it if you could spare 30 

minutes at your convenience during this week. 

Please let me know a suitable date and time for the meeting. I look forward to your 

positive response. 

Yours faithfully, 

R. Kumar 

Director 

 

3. Acknowledgement Letter 

Purpose: To acknowledge receipt of documents, payment, or goods. 



Sample: 

From: Greenfield Stationers 

123 Main Street 

New Delhi – 110001 

To: Excel Office Supplies 

45 Industrial Area 

Noida – 201301 

Date: 10 October 2025 

Subject: Acknowledgement of Delivery 

Dear Sir/Madam, 

We hereby acknowledge the receipt of the office furniture order (Order No. 1023) 

delivered on 9 October 2025. All items have been received in good condition. 

Thank you for your timely delivery and service. 

Yours faithfully, 

R. Sharma 

Purchasing Manager 

 

4. Promotion Letter 

Purpose: To formally inform an employee about their promotion. 

Sample: 

From: BrightTech Solutions 

HR Department 

456 Business Park 

Gurgaon – 122001 

To: Ms. Priya Singh 

Software Developer 

BrightTech Solutions 

Date: 9 October 2025 

Subject: Promotion Notification 

Dear Ms. Singh, 



We are pleased to inform you that in recognition of your exceptional performance and 

dedication, you have been promoted to the position of Senior Software Developer 

effective 1 November 2025. Your new responsibilities will include leading project 

teams, mentoring junior developers, and contributing to strategic planning. 

Congratulations on your well-deserved promotion. We look forward to your continued 

contributions to the company. 

Yours sincerely, 

A. Sharma 

HR Manager 

Example for Circular : 

GREENFIELD COLLEGE 

123 Main Street, New Delhi – 110001 

Phone: 011-23456789 | Email: info@greenfieldcollege.edu.in 

CIRCULAR 

Date: 9 October 2025 

To: All Students and Faculty Members 

From: Principal’s Office 

Subject: Annual Sports Week 2025 

Dear Students and Staff, 

This is to inform all students and faculty members that Greenfield College will be 

organizing its Annual Sports Week from 20 October to 25 October 2025. The event 

will include competitions in athletics, football, basketball, cricket, and indoor games such 

as chess and table tennis. 

All students are encouraged to participate actively and showcase their talent. Faculty 

members are requested to coordinate and assist in organizing the events. A detailed 

schedule of the competitions will be displayed on the college notice board and circulated 

via email. 

We look forward to your enthusiastic participation and support in making this event a 

grand success. 

Principal 

Greenfield College 

 



 

 

 

UNIT IV: PRACTICAL ASPECTS OF BUSINESS COMMUNICATION 

 

This unit focuses on the practical applications of communication in the business world. 

Professionals must not only understand theory but also demonstrate skills in writing, 

speaking, listening, and interacting effectively. 

 

Report Writing 

Reports are structured documents presenting facts and analysis on a specific issue. A 

good report is clear, concise, factual, and objective. It includes a title, introduction, body, 

conclusion, and recommendations. Reports help in decision-making, policy formation, 

and evaluation of performance. 

1. On the Basis of Purpose 

These reports are classified according to the reason they are prepared: 

 Informational Reports: 

Provide facts, data, or findings without analysis or recommendations. 

Example: Annual sales report, attendance report. 

 Analytical Reports: 

Provide data along with analysis, interpretation, and recommendations for action. 

Example: Feasibility report, market analysis report. 

 

2. On the Basis of Frequency 

Reports can also be categorized by how often they are prepared: 

 Periodic Reports: 

Prepared at regular intervals (daily, weekly, monthly, quarterly, or annually). 

Example: Monthly progress report, annual financial report. 

 Ad Hoc or Special Reports: 

Prepared for a specific purpose or situation, usually not on a regular schedule. 

Example: Accident report, investigation report. 

 

3. On the Basis of Form 

Reports may be classified according to their format or presentation: 



 Formal Reports: 

Detailed, structured, and often written in official format with headings, 

subheadings, and attachments. 

Example: Research report, audit report. 

 Informal Reports: 

Short, simple, and less structured; often in the form of memos or letters. 

Example: Daily work report, progress memo. 

 

4. On the Basis of Audience 

Reports are also categorized by who will read them: 

 Internal Reports: 

Prepared for internal stakeholders such as managers, employees, or departments. 

Example: Departmental performance report. 

 External Reports: 

Prepared for people outside the organization such as clients, investors, 

government agencies. 

Example: Annual financial report for shareholders, compliance report for 

regulatory authorities. 

 

Example :  

GREENFIELD COLLEGE 

123 Main Street, New Delhi – 110001 

REPORT ON THE ORIENTATION PROGRAM 2025 

Date: 9 October 2025 

Prepared by: R. Sharma, Student Coordinator 

1. Introduction: 

Greenfield College organized an Orientation Program for First-Year Students on 1 

October 2025. The purpose of the program was to welcome new students, introduce them 

to the college environment, and familiarize them with academic and extracurricular 

opportunities. 

2. Objectives: 

 To help students understand college rules and regulations. 

 To introduce faculty members and departments. 

 To encourage interaction between seniors and new students. 



 To provide guidance on academic and career planning. 

3. Venue and Participants: 

The program was conducted in the College Auditorium from 10:00 AM to 2:00 PM. 

Approximately 150 first-year students attended along with faculty members, 

administrative staff, and senior students. 

4. Program Highlights: 

 Welcome Speech: Delivered by the Principal, emphasizing the importance of 

discipline, learning, and participation. 

 Faculty Introduction: Heads of departments introduced their teams and courses. 

 Ice-breaking Activities: Students participated in group activities to promote 

teamwork and communication. 

 Career Guidance Session: A guest speaker shared tips on time management, 

study skills, and career planning. 

 Feedback Session: Students shared their experiences and suggestions. 

5. Observations: 

 The program was well-organized and adhered to the schedule. 

 Students actively participated in discussions and activities. 

 Interaction between seniors and new students helped reduce initial anxiety. 

 The guidance session was informative and motivating. 

6. Recommendations: 

 Future orientation programs could include more workshops on communication 

and soft skills. 

 Providing printed guidelines and college handbooks in advance would be 

helpful. 

 A short campus tour could further familiarize students with facilities. 

7. Conclusion: 

The Orientation Program 2025 was a successful initiative that welcomed new students 

and provided them with essential guidance for their academic journey. It fostered a sense 

of community and motivation among students and set a positive tone for the year ahead. 

Prepared by: 

R. Sharma 

Student Coordinator 

Approved by: 

Principal, Greenfield College 



 

 

Public Speaking 

Public speaking is an essential business skill involving the presentation of ideas before an 

audience. Effective speakers plan their content, know their audience, and use appropriate 

tone and gestures. Confidence, clarity, and control over language are key to successful 

public speaking. 

Example : 

Title: “We Should All Be Feminists” (Inspired by Chimamanda Ngozi Adichie) 

Speech Example: 

Good morning everyone, 

Today, I want to talk about the importance of gender equality. For too long, women and 

girls have faced discrimination and unequal opportunities simply because of their gender. 

Feminism is not about making women stronger than men; it is about creating a world 

where both men and women are equally valued, equally heard, and equally 

empowered. 

Education, respect, and equal opportunities must be extended to everyone, regardless of 

gender. When we challenge stereotypes and support equality in our homes, schools, and 

workplaces, we not only empower women but also strengthen society as a whole. 

Let us remember: a society that embraces equality is a society that thrives. Each of us 

has a role to play in building a fairer, more just world. 

Thank you. 

 

 

Seminar and Presentation 

Seminars and presentations allow individuals to share information with a group. Visual 

aids like slides, charts, and videos enhance understanding. A presentation must have a 

clear structure: introduction, main content, and conclusion. Time management and 

engagement with the audience are crucial. 

 

Interview 

An interview is a structured conversation aimed at evaluating or selecting individuals for 

employment or promotion. Both interviewer and interviewee should be well-prepared. 

The interviewer must create a comfortable atmosphere, while the interviewee should be 

confident, honest, and concise. 



 

Group Discussion 

Group discussion (GD) is used in recruitment and decision-making. Participants express 

their views on a topic and are assessed on knowledge, communication skills, leadership, 

and cooperation. Effective GD participants are good listeners and respectful debaters. 

 

Effective Listening 

Listening is more than hearing words — it involves understanding meaning and intent. 

Effective listening improves relationships, minimizes errors, and increases productivity. 

Barriers to listening include distractions, biases, and lack of concentration. Active 

listening requires full attention, empathy, and feedback. 

 

Conclusion 

Business communication is both an art and a science. It requires knowledge, skill, and 

practice. From writing precise letters to delivering persuasive speeches, every aspect of 

communication influences business success. By mastering verbal, non-verbal, and written 

forms, individuals can enhance both personal and organizational effectiveness. 

 


