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ALLIED COURSE – III 

BUSINESS COMMUNICATION 

Objective: 

To enable the students to  write  business  letters  effectively  and  develop 

communication skills. 

Unit - I 

Nature and Scope of Business Communication – Meaning and Importance of 

Communication, Kinds of Business Letters – Layout – Barriers to Communication. 

Unit - II 

Enquiry and Reply – Orders and their Execution – Credit and Status 

enquiries – Claims and Adjustments. 

Unit - III 

Collection Letters – Sales letters – Circular Letters – Bank Correspondence; 

Correspondence of a Company Secretary. 

Unit - IV 

Application Letters – Meaning, Types- Guidelines to write Application 

letters and Resumes - Form and content of an Application letter. Report writing – 

Features, Types of Reports, Organisation of a Business Report, Preparation of 

Report – Long and Short Report: Report by Individuals and Committees. 

Unit - V 

Modern Communication methods – Online Communication – Fax, E-mail, 

Voicemail, SMS, Internet, Tele – Conferencing, Video – Conferencing, Electronic 

Bulletin Boards. 

Text and Reference Books (Latest revised edition only) 

➢ Essentials of Business Communication – Rajendra Pal and J.S. Korlahalli. 

➢ Effective Business English and Correspondence by M.S.Ramesh and 

Pattenshetty – R.Chand& Company 
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➢ Business Correspondence and Report writing by Sharma and Krishna 

Mohan – TMH. 
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 UNIT-I 

            INTRODUCTION 

           The word “Communication” is derived from the Latin word “Communico” 

which means “To share”. It is the act of sharing or imparting a share of anything. 

In its vital sense, it means a sharing of ideas and feelings in a mood of mutual 

understanding. It is a two-way process in which a speaker must have a listener to 

share the experience. 

            The desire to communicate is natural to all living creatures, and is more 

evident those creatures that live in groups etc. It is found that about 75%of the 

effective hours of a man is being spent on communication i,e., speaking, writing, 

listening, reading etc. 

 

 

DEFINITION 

 Definition of Fred G.Meyer  Communication is the act of influencing  and 

inducing others to interpret an idea in the manner intended by the speaker or writer. 

Communication is an exchange of facts, ideas, opinions or emotions by two or 

more persons. 

It touches all aspects of the communication process and emphases the following 

points: 
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1. Communication if ideas. 

2. The receiver should get exactly the same ideas as were transmitted. 

3. The transmitter is assured of the accurate replication of the ideas by 

feedback. 

4. Eliciting action. 

: 

             According to Fred G.Meyer, “Communication” is the intercourse by 

words, letters or messages, intercourse of thoughts or opinions. It is the act of 

making one’s ideas and opinions known to others. 

NATURE AND SCOPE OF COMMUNICATION 

              Communication is the process of exchange information, usually through a 

common system of symbols. It takes a wide variety of forms- from two people 

having a face to face conversation to hand signals to messages sent over the global 

telecommunication networks. 

Nature of communication: 

Communication has the following the features: 

1. Two-way process 

2.  Continuous process 

3.  Dynamic process 

4. Pervasive 

5. Two people 

6. Exchange 

7. Means of unifying organisational activities 

8. Verbal and non-verbal 

9. Mutual understanding 

10. Goal-orient 

11. Foundation of management 

12. A means, not an end 

13. Human activity 

14. Inter-disciplinary 
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Two-way process: 

            Communication is a two-way process of understanding between two or 

more persons sender and receiver. A person cannot communicate with himself. 

Continuous process: 

             Exchange of ideas and opinion amongst people is an ongoing process in 

business and non-business organizations. Continuous interaction promotes 

understanding and exchange of information relevant for decision-making. 

Dynamic process: 

              Communication between sender and receiver takes different forms and 

medium depending upon their moods and behavior. It is, thus, a dynamic process 

that keeps changing in different situations. 

Pervasive: 

                Communication is a pervasive activity. It takes place at all levels (top, 

middle, low) in all functional areas (production, finance, personnel, sales) of a 

business organization. 

Two people: 

           A minimum of two persons sender and receiver  must be present for 

communication to take place. It may be between superiors, subordinates and peer 

group, intra or inters. 

 

Exchange: 

             Communication involves exchange of ideas and opinions. People interact 

and develop understanding for each other. 

Means of unifying organizational activities: 

             Communication unifies internal organizational environment with its 

external environment. It also integrates the human and physical resources and 

converts them into organizational output. 
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Verbal and non-verbal: 

               Though words are active carriers of information, gestures can sometimes 

be more powerful than words. Facial expressions, sounds, signs and symbols are 

the non-verbal forms of communication. 

Mutual understanding: 

               Communication is effective when sender and receiver develop mutual 

understanding of the subject. Messages conveyed should be understood by the 

receiver in the desired sense. 

Goal-orient: 

                Communication is goal-oriented. Unless the receiver and sender know 

the purpose they intend to achieve through communication, it has little practical 

utility. 

Foundation of management: 

               Designing plans and organization structures, motivating people to 

accomplish goals and controlling organizational activities; all require 

communication amongst managers at various levels. 

A means, not an end: 

                 Communication is not an end. Effective communication is a means 

towards achieving the end, that is, goal accomplishment.  

Human activity: 

                 Since communication makes accomplishment of organizational goals 

possible, it is essential that people understand and like each other. 
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Inter-disciplinary: 

 

                 Communication is the art of how communicators use knowledge of 

different fields of study like anthropology, psychology and sociology. Making best 

use of these disciplines makes communication effective. 

IMPORTNACE OF COMMUNICATION: 

                                                 1.Basis for planning 

                                                 2. Motivation to work 

                                                 3.Job satisfaction 

                                                 4.Commitment to organisational objectives 

                                                 5.Coordination 

                                                 6. Adaptability to external environment 

                                                 7.Internal functioning of an enterprise 

                                                 8.Healthy industrial relations 

                                                 9.Helps in performing managerial roles 

                                                 10.Facilitates leadership 

                                                 11.Facilitates control 

                                                 12.Training and development 

                                                13.Substance to organisational existence 

            The desire to socialize and get formed into organised groups necessitates 

the need for communication. In the fast changing world, managers communicate 

changes in technology, structure or people to the subordinate. 

1. Basis for planning:  
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           Planning is the basic function of management. If plans are well designed 

and communicated for their implementation, it leads to organisational success.  

2. Motivation to work:  

          Employees are motivated to work if their needs are satisfied. 

Communication helps managers know needs of their employees so that they can 

adopt suitable motivators and inspire them to develop positive attitude towards the 

work environment. 

3. Job satisfaction:  

          Exchange of information develops trust, confidence and faith amongst 

managers and subordinates. They understand their job positions better and, thus, 

perform better. 

4. Commitment to organisational objectives:  

          Managers who follow an effective system of communication understand 

employees’ needs, adopt suitable motivators to satisfy them, appraise their 

performance and provide them regular feedback.  

5. Coordination:  

            Communication coordinates organisational resources (human and non- 

human), individual goals with organisational goals and internal environment with 

external environment.  

6. Adaptability to external environment:  

           In order to survive in the changing, dynamic environment, managers 

continuously interact with external parties like government, suppliers, customers, 

etc.  

7. Internal functioning of an enterprise:  

             Managers interact with parties internal to business enterprises. They 

constantly obtain and provide information to them. More effective the 

communication system, more accurate will be the information. 

8. Healthy industrial relations: 
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            Satisfied workers contribute to healthy organisations. Communication 

brings managers and trade unions closer, develops mutual understanding and 

promotes industrial peace and harmony.  

9. Helps in performing managerial roles:  

                According to Henry Mintzberg, managers perform three major roles – 

interpersonal, informational and decisional. Communication helps managers in 

performing these roles effectively. 

               In interpersonal roles, managers interact with superiors, peers and 

subordinates; in informational roles they receive and give information to people 

inside and outside the organization and in decisional roles, they take important 

decisions and communicate them to organisational members for their effective 

implementation. 

10. Facilitates leadership:  

              Effective leaders interact with followers, guide and inspire them to 

perform the individual and organisational goals.  

11. Facilitates control:  

             Planning is effective if accompanied by an effective control system. 

Control is possible when managers assess subordinates’ performance, correct and 

prevent deviations and provide them regular feedback of performance.  

12. Training and development:  

             Imparting training and development facilities to employees depends upon 

how well their superiors communicate with them. Trainers with good 

communication skills are better than those who have poor communication skills. 

13. Substance to organisational existence:  

           Obtaining information to make plans, making members aware of authority-

responsibility structure, position in the organisational hierarchy, coordinating their 

activities is the essence of organisational survival and growth. This is possible 

through effective communication. 

KINDS OF BUSINESS LETTERS: 
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           In every business concern, letters have to be drafted and send to the 

customers on various 0ccasions. Therefore, business letters depending on the 

occasion in which they are sent can be classified as under: 

           1.Letters of inquiry seeking information about the required grades and 

replies. 

           2.Offers and acceptance. 

           3.Orders and their execution. 

            4.Credit and status enquiry. 

            5.Claims and adjustments. 

            6.Collection letters. 

            7.Circular letters. 

            8.Sales letters 

            9.Banking correspondence 

            10.Insurance correspondence 

            11.Export and import correspondence 

            12.Agency correspondence 

            13.Transport correspondence 

            14.Secretarial correspondence 

            15.Correspondence with the government 

            16.Public relations letters. 

        The above classification is purely a matter of convenience. The techniques of 

drafting these letters will be discussed in subsequent chapters. 

LAYOUT: 
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Structure of a business letter: 

        The structure of a business letters refers to the proper arrangement of the 

various parts or the different elements of a business letter. To give the letter the 

right look and  to ensure clarity and convenience, the letter should consist of the 

following comments. 

             1.The heading 

             2.The date 

             3.The inside address 

             4.The salutation 

             5.The body of the letter 

             6.The complimentary close 

             7.The signature. 

 

 

THE HEADING: 

          Almost all business firms use printed letter heads for their correspondence. 

Generally, the name and the address are printed on the top of the letter head but it 

frequently gives other particulars such as description of business, the telephone 

number, the telegraphic address, the telex number, fax number, E-mail address etc. 

 

PRASANNA PUBLISHERS, 

17,Murugappa Achari street, 

Chepauk, Chennai-600 005.                                                                  Telephone: 

854 88 66 

                                                                                                           E-
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mail:prasanna@eth.net 

 

                                   CLASSIC ENGINEERING WORKS  

                                                           425,Poonamallee high road, 

                                                            Arumbakkam, cheannai-00 106. 

Telephone:565 76 78 

E-mail:azhagu@xlweb.com                                                                                     

Cable:clssic 

 

                                  FRIENDLY AUDIO WORK (P) LTD. 

                                        MARUTHI AUTHORISED SERVICE STATION 

                                                             94,G.N.Chetty road, 

                                                                 Chennai-600 017. 

E-mail:friendly@sathyam.net.in                                                                      

Phone:675 78 87 

                                                                                                                                      

788 65 78 

 

 

THE DATE: 
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                 This gives the date of the month and the year. It appears on the right 

hand side of the letter head about five spaces below the heading. In England, the 

usual method of indicating the date is to state it in original numbers such as 1st 

march 2000. In U.S.A .,It is usual to state the numbers of month before the date in 

cardinal numbers e.g. March 1, 2000. 

                   The practice of writing the date 1-3-2000 or 1/3/2000 should be avoid 

because it would give rise to errors, particularly in foreign correspondence. For 

example, in U.S.A 1/3/2000 would mean January 3rd, 2000 while in England and in 

other common wealth countries it would mean as 1st March 2000. 

THE INSIDE ADDRESS: 

                  1.This will provide the despatch clerk all the particulars that are 

necessary for writing the address on the envelope. 

                  2.If window type envelope are used, the inside address is a must. 

THE SALUTATION: 

                 The salutation is the similar to greetings like “good morning” , “ good 

day” , “good afternoon” etc. used by as in social life. It is written about three 

spaces below the inside address. 

THE BODY OF LETTER: 

1.Write simply, clearly, politely, grammatically and to the point. 

                2.Paragraph correctly confining each paragraph to one topic. 

                3.Avoid stereo typed phrases and commercials. 

BARRIERS TO COMMUNICATION: 

              Communication fail due to various reasons. Sometimes, subordinates may 

not be receptive.  

Perception: 

              An individual’s view of reality is known as perception. Two individuals 

do not see things exactly alike. People differ greatly in the way they perceive 

things and events. 



PAPER CODE: 16CACCM1C                                                   CLASS-II B.COM                                                                                                                                                                                                                                                                       

 

                                                                           14 

 

                Hodgetts  Says that “the sender’s meaning and the receiver’s interaction 

are not always identical, but it not necessary that they be so. 

 

SEMANTIC OR LANGUAGE BARRIERS: 

                Language serves as the basis for the communication. It is the medium 

through which views are conveyed. Words that are used to convey messages have 

several meanings. As people vary in their experience. Knowledge of the language 

etc., there is a     possibility of semantic distortions. 

PERFUNCTORY ATTENTION: 

                  If the receiver pays very little attention to the message, communication 

in the sense of transfer of information and understanding will fail. In this case, 

employee should be made to keep away his problems and listen to the message 

STATUS: 

                 One of the basic barriers to communication arise due to status 

relationship that exists in every organisation. The superior –subordinate 

relationship in the organisational structure inhibit free movement of information 

and understanding, exchange of ideas, views etc. for e.g, any communication 

received from the management is viewed as trouble some by trade unions; any 

message from workers will be discounted by management etc. 

RESISTANCE TO CHANGE: 

                Generally, people resist changes. Resistance to changes will be strong 

when the proposed change is great. Managers should take all possible steps to 

overcome such resistance to change. 

ORGANISAISATIONAL CHANGE: 

                Effective communication depends greatly upon sound organisational 

structure. If the organisational policies, rules and procedures are not clear, smooth 

flow of communication cannot be ensured. 

PREMATURE EVALUATION: 
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                Premature evaluation refers to a tendency of forming a judgement before 

listening to the message fully. Premature evaluation misrepresents  the message. 

EMOTIONAL ATTITUDE: 

                Emotional attitude of the parties involved in the exchange of information 

is another barrier to effective communication. 

 

 

FALIURE TO COMMUNICATION: 

                The communication may be lazy or it may be assumed that everything is 

known to all. Sometimes, failure to communicates may also arise from an intention 

to embarrass the receiver or from complexes like superiority, inferiority or due to 

status difference.  

OTHER BARRIERS: 

               Others barriers include faulty translation, badly expressed messages, loss 

by transmission, lack of attention, un clarified  assumption, inadequate adjustment 

period and communication distrust.  

 

  

 

 

 

 

 

.  
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