Management communication in the organisation has two
purposes:

i. Provision of information and understanding needed for group effort.
ii. Provision of attitudes needed for motivation, co-operation and job
satisfaction.

The first purpose assures the skill to work, while the second purpose
assures the will to work. The two together will give us teamwork. Thus
better communication gets better job performance and more work
satisfaction. Each managerial position is a centre of communication.
The flow of information and understanding may be secured by various
devices of communication, e.g., words, letters, symbols or messages.
Information and understanding are passed to the receiver, and

knowledge of its effect is passed back to the sender in the form of
feedback.

Motivation and direction both depend on effective communication.
Every aspect of management requires good communication. As the
transfer of information, communication must be understandable to
the receiver. It is the sum total of all the things one person does when
he wants to create understanding in the mind of another. It is a bridge
between meaning and understanding.

It involves a systematic and continuous process of telling, listening
and understanding. Communication is the chain of understanding that
binds an enterprise from top to bottom and from side to side. No
organisation can accomplish anything without a chain of
understanding to support its chain of command.

The organisation chart may establish the chain of command, but it is
extremely difficult to establish and maintain an effective chain of
understanding, i.e., the best system of communication. Successful
motivation and delegation depend on the flow of understanding
through the various techniques of communication.



Management should place greater reliance on the face-to-face
communication. It is very effective in terms of employee response and
interest. Information flow downward is usually assured by the chain of
command under the Scalar or line organisation.

But conscious efforts are necessary to ensure free flow of upward
communication from the bottom to the top and this feedback
information system is absolutely essential for smooth management of
a big business. From recruitment to retirement of employees we need
effective net-work of communication.
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What is Communication — Characteristics
The characteristics of communication are as follows:

(1) At least two persons — Communication involves at least two persons—the sender and the
receiver. The sender sends the message and the receiver receives the message. There is an
exchange of information between two or more persons.

(if) Two-way process — Communication is essentially a two-way process. It does not merely
means sending and receiving messages. It is not complete unless and until the message has been
understood by the receiver in the same sense.

(iii) Form of communication — Communication may take several forms, e.g., order, instruction,
report, queries, etc. It may be verbal or written. It may be formal or informal.

(iv) Scope — Communication is present in all human relationships. It is essential in all types of
organisations and at all levels of management. It has a very wide scope.

(v) Dynamic process — Communication is influenced by the mood and thinking of the sender and
receiver. It keeps on changing depending upon the Level of understanding of the sender and
receiver.

(vi) Goal-oriented — Communication is goal-oriented and is effective only when there is a
congruence of goals of the sender and the receiver.

(vii) Interdisciplinary — Communication derives knowledge from several sciences like
anthropology (study of body language), sociology (study of human behaviour), psychology
(study of human), etc. The linking between these sciences makes communication effective.

(viii) Interpersonal relations — The main purpose of communication is to influence the human
behaviour which creates interpersonal relations.



(ix) Circular process — There is circular flow of information in the communication process. After
the feedback, the receiver of the original message is required to transmit another message. The
response indicates the success of the communication.
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What is Communication — Importance and Guidelines for Effective Communication
(1) Increase in Size:

With the large scale of operation in business firm, the need for effective communication has been
largely felt.

(if) Growing Specialization:

Increase in departments has led to the requirement of specialization inside the organisation.
Sound communication is essential for ensuring mutual co-operation and understanding between
different departments for smooth functioning of the organisation.

(iii) Cut-Throat Competition:

Due to liberalization and globalization, severe competition has resulted in between private,
public sectors and foreign banks. Communication through mass media, newspaper,
advertisement etc. has become important to survive in the race.

(iv) Trade Union Movement:

Trade unions are very strong and powerful. Regular exchange of information, consulting union
leader’s etc. helps to maintain healthy relations between them.

(v) Human Relations:

To develop mutual trust and confidence, it is necessary for management and employees to
communicate with each other. Participation of employ-ees in the management process has
bought in a sense of belonging and loyalty towards the organisation.

(vi) Public Relations:

Every organisation needs to keep its customers, stakeholders, government and other sections of
the society informed about its product and contribu-tion to the society. Public relation helps in
building goodwill for the organisation.

(vii) Personal Asset:



Communication skill is essential for every successful job. Managers are required to speak to
public at large on various occasions. The ability to communicate effectively is equally essential
for promotion in career.
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Guidelines for Effective Communication are:
1. Choose the Right Means and Mode:

The right means and mode of communication is chosen after considering various factors like
cost, resources, organisation size and policy etc.

2. Own Your Message:

It is very important to take responsibility for what we say. Personal pronoun should be used to
lend credibility to the message.

3. Offer Complete and Relevant Information:

Message should never be left incomplete. It may create a huge barrier in communication if
messages are incomplete. For effective communication, message should be relevant and
complete. It should be supported by facts and observations. It should be well planned and
organized. No assumptions should be made by the receiver.

4. Obtain Feedback:



Whether the message sent by the sender is understood in same terms by the receiver or not can
be judged by the feedback received. The feedback should be timely and in personal. It should be
specific rather than general.

5. Think of the Recipient:

Empathy with the listeners is essential for effective verbal communication. The speaker should
step into the shoes of the listener and be sensitive to their needs and emotions. This way he can
understand things from their perspective and make communication more effective.

6. Verbal and Non-Verbal Congruence:

Meanings are usually communicated in more than one way. For example while saying ‘yes’ our
head should always nod up to down. This shows the verbal and non-verbal congruence.

7. Repeat if Necessary:

Repetition is generally avoided but in many cases message should be repeated for confirmation
and feedback and to check whether the important part of the message has not been lost.

8. Do not Judge:

Judgments are usually based on one’s own perception. Unfavourable judgments and remarks
should be avoided.

9. Rely on facts:

Facts are the best way to persuade the listener in agreeing with the message. An incomplete
message with assumptions holds no value. While sending a message, sender should always try to
state the facts to support his message.
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What is Communication — Components of
Communication Process

Communication is the process by which one person conveys meaning
from one person to another. It is a two- way process which takes place
in the relationship between a sender and a receiver. It is a continuous
and interpersonal process.

The communication process has following components:

1. Sender or communicator — Sender is an employee with ideas,
intentions, information, and a purpose for communicating. He is
the source, or initiator of the communication. He has something
with a meaning to communicate. Communication begins when a
sender identifies the need to send a message based on certain
reasons.



. Message — The sender encodes meaning into a message that can
be transmitted. The message represents the meaning the source
is trying to convey.

. Encoding — The function of encoding is to provide a form in
which ideas and purpose can be expressed as a message. The
result of the encoding process is the message. Encoding involves
translating the sender’s intent or ideas into a systematic set of
symbols or gestures.

. Channel or medium — The channel is the carrier of the message.
It is the link that connects the source and the receiver. In
organisations, the channel or medium can take the form of such
components as face-to-face communication, telephone calls,
meetings, or other written reports.

. Receiver — The receiver is the individual whose senses perceive
the sender’s message. There may be one or many receivers. If the
message does not reach the receiver, communication is not
completed.

. Decoding — Decoding is the process by which the receiver
interprets the message and translates it into meaningful
information. Decoding is a two-step process — (a) the receiver
must first perceive the message; and (b) the receiver must then
interpret it. Decoding process is very much affacted by some
factors such as the receiver’s need, status, past experience,
situational factors etc.

. Communication noise — In communication, noise can be thought
of as those factors that disturb or distort the intended message.
Noise may occur in each of the elements of communication.
“Noise” hinders communication.



It includes the following factors:

(a) Factors which hinder the development of a clear thought.

(b) Faulty encoding due to ambiguous symbols.

(c) Defects in channel.

(d) Inattentive reception.

(e) Faulty decoding due to prejudices, wrong understanding, personal
outlook, wrong meaning of words and symbols.

Noise can result in miscommunication. Hence the important point is
to realize all these possibilities of noise and to minimize them.

8. Feedback — A feedback provides a link or channel for the
communicator to know the receiver’s response and to determine
whether the message has been received and has produced the
intended change. Feedback may come in many ways. In face-to-
face communication, feedback comes through facial expressions
of the receiver. Some indirect means of feedback are such factors
as declines in productivity, poor quality of production, lack of
coordination, absenteeism etc. Feedback may cause the sender to
modify his future communication.
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