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UNIT I – Introduction of Business Communication 

Introduction _ 

Business communication is a specialized branch of general communication that is 

specifically concerned with business activities. Generally, when communication takes place 

between or among parties regarding business-related functions, it can be termed as 

business communication. But the process, methods, types, principles etc. remain almost 

same with those of general communication. The basic difference lies in their areas of 

application. 

What is Business Communication? 

Business communication can be of two types internal and external. When communication 

occurs within the same organization, it is called internal business communication and it’s 

related to maintaining and improving the morale of employees, procedures and prescribing 

methods, directing the workers, keeping the management informed and announcing policies 

and organizational changes. 

Definition -  

IN THE OPINION OF PROF. W.H. MEANING, “THE EXCHANGE OF IDEAS, NEWS AND VIEWS IN 

CONNECTION WITH THE BUSINESS AMONG THE RELATED PARTIES IS CALLED BUSINESS 

COMMUNICATION.” 

ACCORDING TO PROF. J. HASTE, “COMMUNICATION OCCURRED BETWEEN TWO OR MORE 

BUSINESSMEN FOR ORGANIZING AND ADMINISTERING BUSINESS EFFICIENTLY IS 

CALLED BUSINESS COMMUNICATION. 

Importance Of Business Communication  

Good communication is without doubt one of the most important ingredients for business 

success. Without it, organisations and the employees within them will likely struggle to 

realise their full potential. However, although we all know how important effective 

communication is, it’s something that is often overlooked. There are numerous benefits to 

communicating effectively both internally and externally with colleagues, clients and 

suppliers, and we’ve listed a few of the main advantages below. 

Improved employee management 
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Strong communication, particularly from managers, enables them to better instruct and 

inform their employees on particular tasks, goals and general performance expectations. 

This, in turn, minimises the risk of mistakes being made and reduces the likelihood of 

confusion amongst employees. A good communicator will seek to provide consistent 

feedback to their staff, advising them on areas for improvement and giving praise when 

warranted. Even if your organisational structure operates with a long chain of command and 

span of control, delivering good communication throughout layers of hierarchy can still be an 

effective way to improve employee management. 

Builds strong employee relationships 

Relationships between managers and employees are extremely important; they can make or 

break a company. Social engagements outside of working hours and team building days can 

significantly improve relationships in the workplace, which is good for staff moral, synergy 

and team unity. Building and maintaining these relationships will almost certainly lead to 

increased productivity and motivation amongst employees. 

Builds strong relationships with clients and suppliers 

Another key aspect of business growth is developing strong relationships with clients and 

suppliers. Keeping in touch with your customer base and creating a more pleasant 

experience for your clients will undoubtedly help improve sales, customer retention and 

loyalty to your company. Fortunately, due to developments in technology, this is easier than 

ever. Good examples of communication with your customers are personalized emails 

(although don’t make them too spammy), having an effective voicemail solution, or investing 

in a speedy leased line service and feedback facilities can all lead to effective business 

communication. This way your clients feel more personally connected to your business, 

which will tend to keep them happy! Remember, customer service is everything. 

Helps with decision-making 

Effective communication also enables business decisions to be made quicker, increasing 

business agility and giving your business a competitive edge. In fast paced business 

environments, companies can’t afford for there to be any delays or hold ups, as this could 

result in losing a lead and eventual sale. It’s therefore imperative that all decisions and the 

consequences of these decisions are properly communicated to stakeholders, employees 

and indeed the clients themselves. 
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Encourages innovation 

Another major benefit of good communication in the workplace is that it inspires enhanced 

levels of innovation and creativity within the organisation. In many businesses, innovation is 

one of the main ingredients required for success. If innovation and creativity are restricted, 

your entire brand can stand still as a result. It is therefore important that managers make 

each individual employee feel as though their opinions and ideas are valued; staff will feel 

more confident in coming forward to share and communicate their ideas as a result. 

Brainstorming sessions and team meetings are a good way of probing people in the 

company to make a valuable contribution to a collective task or problem. 

Improves all areas of the business 

Essentially, all areas of your organization (both internally and externally) will benefit from 

improved communication. In a financial sense, strong contact with banks, investors and 

creditors will help to avoid any issues or confusion over income, expenditure and revenue. 

Additionally, it’s always good to keep key shareholders and stakeholders in the know. It’s 

important to communicate that your organization is running smoothly, provides excellent 

service and has a lot of potential for growth. If both internal and external communication are 

effective, brand awareness and reputation will improve. 

The benefits of effective communication in the workplace are endless, and it should be a 

primary focus for managers of all organizations, regardless of industry and size. If you’re 

concerned your business doesn’t have the right equipment or technical expertise to 

communicate effectively through digital channels, get in touch to find out how we can help 

facilitate awesome communication within your organization. 

 WHY IS EFFECTIVE COMMUNICATION SO IMPORTANT IN BUSINESS? 

The “bottom line” is at the heart of every business. The bottom line is a company’s net 

income after all expenses have been paid out of its earnings. It determines whether or not 

you stay in business. And without effective business communication, you won’t. Whether 

you’re running your own business, or just starting out on your business career, you’ll need to 

be a great communicator! 

Communication Improves Business Performance 

According to a recent study, companies with good communication practices are three and a 

half times more likely to outperform their competitors.1 A business’s ability to compete may 

be the number one reason to promote effective communication, but it’s not the only one. 
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Good Communication Builds Teamwork 

Good communication builds good teams. When team leaders are effective communicators, 

they inspire workers to reach for a common goal. They make sure everyone knows their 

responsibilities and how to perform them. With an open dialogue, employees pitch in when 

others in the organization need their help, and know when to ask for help, in return. 

You can prevent misunderstandings with good communication. Rumors and bad will can 

derail an organization. Someone says something, and someone else takes offense. But 

when there’s open and honest communication, everyone’s on the same page. Sure, there 

may be disagreements, but they’re less likely to turn into problems when differences of 

opinion are given the outlet and respect they deserve. 

Communication within a Company Impacts Customer Service 

Customer service relies on good communication. If you don’t know what your customers 

want, how can you give it to them? Whether you sell products or services, you need to listen 

to the needs of your customers, answer their questions, and provide answers that make 

sense to them. And when customers turn to social media to communicate, you need to be 

quick, attentive, and polite. 

PRINCIPLES OF EFFECTIVE COMMUNICATION  

(1) Principle of Clarity in Ideas: 

First of all it should be clear in the mind of the sender as to what he wants to say. According 

to Terry the principle of effective communication is ‘first to fully inform oneself.’ The clearer 

the thought the more effective is the communication. 

(2) Principle of Appropriate Language: 

According to this principle, the communication should always be in a simple language. Ideas 

should be clear and be devoid of any doubt. Technical words and words having various 

meanings should be used to the minimum. 

(3) Principle of Attention: 

The purpose of communication is that the receiver of information should clearly understand 

its meaning. It means merely transferring information is not communication and it is 

important that the receiver should understand it. This is possible only when the receiver 

takes interest in the message and listens to it attentively. 
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(4) Principle of Consistency: 

According to this principle, communication system should maintain consistency in the 

objectives of the enterprise, its procedures and processes. It means communication should 

be in accordance with the policies laid down for it. 

(5) Principle of Adequacy: 

The information sent to the receiver should be sufficient and complete in every respect. 

Information more than the need or less than the need is harmful. In the context of business 

incomplete information is dangerous. The sufficiency of information depends on the ability 

of the receiver. If the receiver happens to be capable more information can be given with the 

help of a few words. On the contrary, in case of a less capable receiver more details are 

needed. 

(6) Principle of Proper Time: 

The messages should reach the receiver whenever they are needed. Late messages are 

meaningless and the utility of communication is ended. Hence, the message should be sent 

before the actual need keeping in mind the time required for communication. 

COMMUNICATIONS PROCESS 

Communications is a continuous process which mainly involves three elements viz. sender, 

message, and receiver. The elements involved in the communication process are explained 

below in detail: 

1. Sender 

The sender or the communicator generates the message and conveys it to the receiver. He 

is the source and the one who starts the communication 

2. Message 

It is the idea, information, view, fact, feeling, etc. that is generated by the sender and is then 

intended to be communicated further. 

3. Encoding 

The message generated by the sender is encoded symbolically such as in the form of words, 

pictures, gestures, etc. before it is being conveyed. 
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4. Media 

It is the manner in which the encoded message is transmitted. The message may be 

transmitted orally or in writing. The medium of communication includes telephone, internet, 

post, fax, e-mail, etc. The choice of medium is decided by the sender. 

5. Decoding 

It is the process of converting the symbols encoded by the sender. After decoding the 

message is received by the receiver. 

6. Receiver 

He is the person who is last in the chain and for whom the message was sent by the sender. 

Once the receiver receives the message and understands it in proper perspective and acts 

according to the message, only then the purpose of communication is successful. 

7. Feedback 

Once the receiver confirms to the sender that he has received the message and understood 

it, the process of communication is complete. 

8. Noise 

It refers to any obstruction that is caused by the sender, message or receiver during 

the process of communication. For example, bad telephone connection, faulty encoding, 

faulty decoding, inattentive receiver, poor understanding of message due to prejudice or 

inappropriate gestures, etc. 
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Importance of Communication 

1. The Basis of Co-ordination 

The manager explains to the employees the organizational goals, modes of their 

achievement and also the interpersonal relationships amongst them. This provides 

coordination between various employees and also departments. Thus, communications act 

as a basis for coordination in the organization. 

2. Fluent Working 

A manager coordinates the human and physical elements of an organization to run it 

smoothly and efficiently. This coordination is not possible without proper communication. 

3. The Basis of Decision Making 

Proper communication provides information to the manager that is useful for decision 

making. No decisions could be taken in the absence of information. Thus, communication is 

the basis for taking the right decisions. 

4. Increases Managerial Efficiency 

The manager conveys the targets and issues instructions and allocates jobs to 

the subordinates. All of these aspects involve communication. Thus, communication is 
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essential for the quick and effective performance of the managers and the entire 

organization. 

5. Increases Cooperation and Organizational Peace 

The two-way communication process promotes co-operation and mutual understanding 

amongst the workers and also between them and the management. This leads to less 

friction and thus leads to industrial peace in the factory and efficient operations. 

6. Boosts Morale of the Employees 

Good communication helps the workers to adjust to the physical and social aspect of work. 

It also improves good human relations in the industry. An efficient system of communication 

enables the management to motivate, influence and satisfy the subordinates which in turn 

boosts their morale and keeps them motivated. 

Types of Communication 

1. Formal Communication 

Formal communications are the one which flows through the official channels designed in 

the organizational chart. It may take place between a superior and a subordinate, a 

subordinate and a superior or among the same cadre employees or managers. These 

communications can be oral or in writing and are generally recorded and filed in the office. 

Formal communication may be further classified as Vertical communication and Horizontal 

communication. 

Vertical Communication 

Vertical Communications as the name suggests flows vertically upwards or downwards 

through formal channels. Upward communication refers to the flow of communication from a 

subordinate to a superior whereas downward communication flows from a superior to a 

subordinate. 

Application for grant of leave, submission of a progress report, request for loans etc. are 

some of the examples of upward communication. Sending notice to employees to attend a 

meeting, delegating work to the subordinates, informing them about the company policies, 

etc. are some examples of downward communication. 
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Horizontal Communication 

Horizontal or lateral communication takes place between one division and another. For 

example, a production manager may contact the finance manager to discuss the delivery of 

raw material or its purchase. 

Types of communication networks in formal communication: 

• Single chain: In this type of network communications flows from every superior to his 

subordinate through a single chain. 

• Wheel: In this network, all subordinates under one superior communicate through 

him only. They are not allowed to talk among themselves. 

• Circular: In this type of network, the communication moves in a circle. Each person is 

able to communicate with his adjoining two persons only. 

• Free flow: In this network, each person can communicate with any other person 

freely. There is no restriction. 

• Inverted V: In this type of network, a subordinate is allowed to communicate with his 

immediate superior as well as his superior’s superior also. However, in the latter 

case, only ordained communication takes place. 

2. Informal Communication 

Any communication that takes place without following the formal channels of 

communication is said to be informal communication. The Informal communication is often 

referred to as the ‘grapevine’ as it spreads throughout the organization and in all directions 

without any regard to the levels of authority. 

The informal communication spreads rapidly, often gets distorted and it is very difficult to 

detect the source of such communication. It also leads to rumors which are not true. 

People’s behavior is often affected by the rumors and informal discussions which 

sometimes may hamper the work environment. 

However, sometimes these channels may be helpful as they carry information rapidly and, 

therefore, may be useful to the manager at times. Informal channels are also used by the 

managers to transmit information in order to know the reactions of his/her subordinates. 

Types of Grapevine network: 
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• Single strand:  In this network, each person communicates with the other in a 

sequence. 

• Gossip network: In this type of network, each person communicates with all other 

persons on a non-selective basis. 

• Probability network: In this network, the individual communicates randomly with 

other individuals. 

• Cluster Network:  In this network, the individual communicates with only those people 

whom he trusts. Out of these four types of networks, the Cluster network is the most 

popular in organizations. 

BARRIERS TO COMMUNICATION 

The communication barriers may prevent communication or carry incorrect meaning due to 

which misunderstandings may be created. Therefore, it is essential for a manager to identify 

such barriers and take appropriate measures to overcome them. The barriers to 

communication in organizations can be broadly grouped as follows: 

1. Semantic Barriers 

These are concerned with the problems and obstructions in the process of encoding and 

decoding of a message into words or impressions. Normally, such barriers result due to use 

of wrong words, faulty translations, different interpretations, etc. 

For example, a manager has to communicate with workers who have no knowledge of the 

English language and on the other side, he is not well conversant with the Hindi language. 

Here, language is a barrier to communication as the manager may not be able to 

communicate properly with the workers. 

2. Psychological Barriers 

Emotional or psychological factors also act as barriers to communication. The state of mind 

of both sender and receiver of communication reflects in effective communication. A worried 

person cannot communicate properly and an angry recipient cannot understand the 

message properly. 

Thus, at the time of communication, both the sender and the receiver need to be 

psychologically sound. Also, they should trust each other. If they do not believe each other, 

they cannot understand each other’s message in its original sense. 
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3. Organizational Barriers 

The factors related to organizational structure, rules and regulations authority relationships, 

etc. may sometimes act as barriers to effective communication. In an organization with a 

highly centralized pattern, people may not be encouraged to have free communication. Also, 

rigid rules and regulations and cumbersome procedures may also become a hurdle to 

communication. 

4. Personal Barriers 

The personal factors of both sender and receiver may act as a barrier to effective 

communication. If a superior thinks that a particular communication may adversely affect 

his authority, he may suppress such communication. 

Also, if the superiors do not have confidence in the competency of their subordinates, they 

may not ask for their advice. The subordinates may not be willing to offer useful suggestions 

in the absence of any reward or appreciation for a good suggestion. 

5. Psychological Barriers 

There are various mental and psychological issues that may be barriers to effective 

communication. Some people have stage fear, speech disorders, phobia, depression etc. All 

of these conditions are very difficult to manage sometimes and will most certainly limit the 

ease of communication. 

6. Emotional Barriers 

The emotional IQ of a person determines the ease and comfort with which they can 

communicate. A person who is emotionally mature will be able to communicate effectively. 

On the other hand, people who let their emotions take over will face certain difficulties. 

A perfect mixture of emotions and facts is necessary for effective communication. Emotions 

like anger, frustration, humor, can blur the decision-making  capacities of a person and thus 

limit the effectiveness of their communication. 
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7. Physical Barriers to Communication 

They are the most obvious barriers to effective communication. These barriers are mostly 

easily removable in principle at least. They include barriers like noise, closed doors, faulty 

equipment used for communication, closed cabins, etc. Sometimes, in a large office, the 

physical separation between various employees combined with faulty equipment may result 

in severe barriers to effective communication. 

8. Cultural Barriers of Communication 

As the world is getting more and more globalized, any large office may have people from 

several parts of the world. Different cultures have a different meaning for several basic 

values of society. Dressing, Religions or lack of them, food, drinks, pets, and the general 

behaviour will change drastically from one culture to another. 

Hence it is a must that we must take these different cultures into account while 

communication. This is what we call being culturally appropriate. In many multinational 

companies, special courses are offered at the orientation stages that let people know about 

other cultures and how to be courteous and tolerant of others. 

9. Organizational Structure Barriers 

As we saw there are many methods of communication at an organizational level. Each of 

these methods has its own problems and constraints that may become barriers to effective 

communication. Most of these barriers arise because of misinformation or lack of 

appropriate transparency available to the employees. 
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10. Attitude Barriers 

Certain people like to be left alone. They are the introverts or just people who are not very 

social. Others like to be social or sometimes extra clingy! Both these cases could become a 

barrier to communication. Some people have attitude issues, like huge ego and 

inconsiderate behaviors. 

These employees can cause severe strains in the communication channels that they are 

present in. Certain personality traits like shyness, anger, social anxiety may be removable 

through courses and proper training. However, problems like egocentric behaviour and 

selfishness may not be correctable. 

11. Perception Barriers 

Different people perceive the same things differently. This is a fact which we must consider 

during the communication process. Knowledge of the perception levels of the audience is 

crucial to effective communication. All the messages or communique must be easy and 

clear. There shouldn’t be any room for a diversified interpretational set. 

12. Physiological Barriers 

Certain disorders or diseases or other limitations could also prevent effective 

communication between the various channels of an organization. The shrillness of voice, etc 

are some examples of physiological barriers to effective communication. However, these are 

not crucial because they can easily be compensated and removed. 

7’C’S OF COMMUNICATION  

1. Concise 

Being concise means being able to convey your messages in shortest possible words. But 

this doesn’t mean that you provide the information less but articulating in such a possible 

way that you get to spread the message across everyone and that too in fewer words. 

2. Clear 

Clear or clarity is very important in business communication. Through this, you are able to 

emphasize a specific message or a goal at that time. In a business communication, you 

cannot achieve too much in one go. That is why you need to clear about your ideas. 
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3. Correct 

The understanding of your audience is directly proportional to the correctness of your ideas. 

Because correct communication of thoughts and ideas is also an error-free form of 

communication. There are many ways to achieve this correctness in your sentences. 

4. Concrete 

Concreteness refers to the idea of being clear and particular. It avoids the basic fuzziness 

and general in your ideas and thoughts. Concreteness also adds to your confidence level. 

5. Complete 

A message or an idea is complete when the audience has everything that they want to be 

informed. Also, this gives an authority to them to move to call of action. 

The complete communication generally involves the call to action, which helps the readers 

understand what you want to imply to them. It also includes all the facts and figures in the 

sentences. 

6. Courteous 

Courtesy is the respect that we show to others and in business communication also it 

means the same thing. You should show respect to your reader by having courteous 

communication. The individual while sending the message should be polite, sincere, 

enthusiastic, and reflective. 

7. Coherent 

The messages that you send should be logical and that is why coherent communication is 

important. The message involves certain ideas and thoughts and thus when they are 

coherent than only they are able to convey the main idea of the message. All the points that 

you have mentioned should be relevant to the topic and connected. 
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VERBAL COMMUNICATION 

The word verbal comes from the Latin word for word – verbum. Meanwhile, the word 

communication comes from the Latin word for to share – communicate. So, it follows from 

this that verbal communication means sharing things by means of words. What is shared 

here can vary: it might be information, feelings, thoughts, support and memories. You name 

it, you can share it using your verbal communication skills! 

Verbal communication can be taken to mean many different things. However, one thing is 

always clear: words must always be involved in verbal communication. Words have been 

used for centuries as carriers of meaning. 

Examples of oral communication within an organization include: 

• staff meetings, business meetings and other face-to-face meetings 

• personal discussions 

• presentations 

• telephone calls 
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• informal conversation 

• public presentations such as speeches, lectures and conferences 

• teleconferences or videoconferences 

• interviews 

Oral communication is effective when it is clear, precise, relevant, tactful, considerate, 

concise, informative and adapted to the needs of the listener. The delivery of effective 

communication requires a speaker to consider his or her vocal pitch, rate, and volume. It is 

important to incorporate changes in vocal pitch to add emphasis and/or avoid monotony. 

Non verbal elements such as posture, gestures, and facial expression are also important 

factors in developing good oral communication skills. Good verbal communicators make 

frequent eye contact to ensure understanding and to develop rapport with the listener. 

This type of communication has certain advantages over written communication: 

• quick and prompt with the opportunity to both the transmitter and receiver of the 

message to respond directly 

• permits plain language 

• questions can be asked immediately to improve understanding 

• generally inexpensive 

• oral communication can be supported by non-verbal communication such as 

gestures which enhance the message 

• facilitates close contact and collegiality potentially improving motivation 

However, oral communication does have some drawbacks: 

• unless the conversation is recorded there is no formal record of what was said 

• it may not be suitable for confidential or personal information 

• often more time-consuming than say an e-mail 

• it relies on the presenter's verbal skills 

• formal presentations are time-consuming to prepare 
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Written communication includes traditional pen and paper letters and documents, typed 

electronic documents, e-mails, text chats, SMS and anything else conveyed through written 

symbols such as language. This type of communication is indispensable for formal business 

communications and issuing legal instructions. 

Communication forms that predominantly use written communication include handbooks, 

brochures, contracts, memos, press releases, formal business proposals, and the like. The 

effectiveness of written communication depends on the writing style, grammar, vocabulary, 

and clarity 

Non- Verbal Communication - 

Nonverbal communication often called the dialect of the heart is the method of transmitting 

messages without using words. 

Nonverbal communications have been regarded as a critical aspect of disclosure for the 

ages. It applies to gestures, facial expressions, tone of voice, a touch of the eye, the 

language of the body, stance and other ways of communication through which one puts 

different messages forwards without using the medium of language. 

Such non-verbal signs can provide hints and context of spoken communication. 

Yes, some estimates suggest that the most substantial portion of human conversations 

occur in the non-verbal fashion. 

Interpersonal contact is much more than the explicit meaning of words and the message 

they convey. It also contains implicit messages that are expressed by non-verbal actions, 

whether intentional or not. 

In many situations, we use behavior classes to communicate information for nonverbal 

ways. For example, to suggest disapproval, we might combine a frown with crossed arms 

and unblinking eye gaze. 

1) Facial Expressions 

They are responsible for an enormous proportion of nonverbal communication. 

Although nonverbal communication and actions can vary dramatically across cultures, the 

facial expressions of joy, sorrow, frustration, and fear all over the world are identical. 

While making any conversation with anybody, we always notice their facial expressions to 

gauge one’s inner feelings. 
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2) Gestures 

Purposeful movements and indicators are an essential means of communicating meaning 

without using the verbal means of communication. 

Common gestures include waving, pointing, and indicating numerical amounts using fingers. 

Some many other actions and gestures are arbitrary and they vary with different cultures. 

Business communications, government offices, schools, meeting rooms, and professional 

gatherings, practise different types of gestures that play a significant role as the nonverbal 

communication medium. 

 3) Paralinguistic 

Paralinguistic applies to vocalization that is distinct from the language itself. 

This covers aspects such as your voice tone while talking to someone, the intonation, 

modulation or pitch of your voice tell some critical details about what is going on your head 

while speaking anything. 

So, paying heed to the powerful impact on the interpretation of a sentence that the tone of 

voice can have is one crucial aspect of nonverbal communication. 

Loud voice tone might interpret enthusiasm or dissent. 

Similar words said in a hesitant voice might convey a lack of interest or disapproval. 

4) Body Language and posture 

Body language can be seen as hand gestures or nodding or shaking of the head or the way 

you are sitting, how your hands are positions. Etc. 

It is often the most accessible item to regulate in non-verbal communication. 

Posture is the defined position in which we stand, walk or sit. 

5) Eye contact or eye gaze 

The degree of confidence in one’s speech, discussion or interview session is often measured 

by the kind of eye contact they have. 

The eyes play a significant role in nonverbal communication, and effective nonverbal habits 

include things like gazing, concentrating and blinking. 
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The rate of blinking increases when people encounter people or things they like and pupils 

dilate. Looking at someone else may signify a variety of emotions like aggression, desire, 

and attraction. 

We also use eye contact as a means of determining whether someone is honest. 

Regular, constant eye contact is often taken as a sign that a person tells the truth and is 

trustworthy. But on the other side, duplicitous eyes and an inability to maintain eye contact 

are often seen as a sign of deception or being manipulative. 

6) Closeness or Polemics 

This determines the closeness and intimacy and may differ from culture to culture, person to 

person and profession to profession. 

It can also be referred to as personal space. 

The kind of closeness, compassion or intimacy that you show towards others plays a crucial 

role in nonverbal communication. 

For instance, when you have a casual conversation with someone, it is suggested that you 

can have a distance between 1.5 feet to 4 feet. While at the time when you speak to a 

crowd, it is advised to have a personal range of 10 to 15 feet. 

7) Physiological Changes 

When you’re anxious, you can sweat or twitch more, and your heart rate may also rise. 

These are almost difficult to monitor and are thus a potent mental state predictor actively. 

Different such sorts of signals act as the nonverbal means of communication, and it tells 

about the kind of discomfort one is going through in the process. 

8) Appearance 

How you appear yourself at any event, interview or occasion also plays a crucial role in 

nonverbal communication. 

So, your clothing, choices of colours, hairstyles, etc. are some of the factors you need to pay 

heed to for making your presence more impactful. 
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Importance of Nonverbal Communication 

Non-verbal communication can have a significant impact on the audience and 

interaction performance. 

Nonverbal words depend upon the way one listens, looks, moves, and talks. 

When the words you say suit your nonverbal signals, they improve confidence, 

understanding, and relationship. On the other hand, they can create tension, mistrust, 

and confusion if they don’t. 

During interviews and networking sessions, most candidates carefully plan what they are 

going to say and how they are going to appear. 

Knowing what you’re going to say is just part of the picture that you are going to create with 

your appearance. 

It’s just as important to understand how thoughts can be conveyed through your body 

language. Your success in interviewing and networking will depend mainly on the impression 

people get from you and how they react to what you say. 

Communication Channels 

What are channels of communication? The channels of communication are considered the 

medium through which information is transmitted or sent to its intended audience. 

There are two basic types of channels of communication. These are: 

• Formal Channel of Communication 

• Informal Channel of Communication 

What is the formal channel of communication? 

The formal channel of communication is defined as the official or formal medium of 

transmitting information to its intended audience within an organization. A message that is 

being transmitted through this type of communication must follow a chain of command. 

There are normally three basic routes of communication that fall underneath the formal 

channel of communication. These are: 
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• Vertical communication: Here, the transmitted information can be either upwards to 

downwards or downwards to upwards. It is a type of communication that exists 

between a superior and a subordinate. 

• Lateral/horizontal communication: This type of communication takes place between 

workers or employees of the same level. 

• Diagonal communication: This type of communication involves the sharing or 

transmitting of information among people at different levels within the organization. 

An example of the diagonal type of communication is when a worker such as the 

cashier talks with the purchasing manager on the purchase of something. 

A formal channel of communication must follow any of the routes above. 

What is the informal channel of communication? 

The informal channel of communication is considered the unofficial way of sending 

information within an organization. Here, the strict chain of command is not followed. A good 

example of an informal communication is the grapevine communication. The grapevine 

communication is a type of communication which is normally based on rumors. It is a form 

of a communication based on hear-say. The information may either be true or false. By 

definition, grapevine is the process of hearing information which has been passed from one 

person to another through a conversation. 

Characteristics of the grapevine communication include the following: 

• Grapevine communication follows no laid-down procedures 

• It spreads very fast 

• Grapevine communication is largely based on rumors 

• Grapevine communication cannot be relied on because it can be true or false 

• Grapevine communication is often heavily exaggerated 

• The grapevine communication is often discussed in informal situations such as a 

discussion during lunch 
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UNIT –II-  Business Letters 

Meaning of Business Correspondence 

Any communication in the form of the letter is correspondence. Any person related to a 

business expresses oneself though business correspondence. One can also ask any doubt 

or uncertainty through business correspondence. 

A businessman writes and receives letters in his day to day life. A correspondence between 

two organizations or within an organization comes under this category. A letter to a supplier, 

complaint letters, letter of inquiry, job application letters are some of its examples. 

Importance of Business Correspondence 

A business correspondence has numbers of importance. Its most important feature is the 

ease of reaching and communicating with different parties. It is not always possible to meet 

persons face to face. 

A business correspondence helps to meet some organizational goals. One can achieve the 

objectives through it. Let us study some of them in details. 

1. Maintaining a Proper Relationship 

It is not always possible for any business or organization to reach to any person in particular. 

This will cost any business. Here, the business correspondence will be a rescue for any 

business. 

It helps in maintaining the proper relationships between the parties. Business 

correspondence strengthens the business. It also helps in the internal communication. It 

makes communication within the organization more clear and precise. 

2. Serves as Evidence 

Any written form of communication serves as evidence. A business correspondence helps 

the person in a business to keep a record of all the facts. These written records will serve as 

evidence. 

3. Create and Maintain Goodwill 

It helps in creating and maintaining goodwill between a business and a customer. Any letter 

to enquire, complaint, suggestion or feedbacks helps a company to grow and maintain 

goodwill. 
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4. Inexpensive and Convenient 

It is a cheap and convenient form of business communication. 

5. Formal Communication 

A business communication serves as a formal communication between two persons. It may 

be a seller and a buyer.  It can be between an employee and the employer. The language 

used is formal and logical. 

It helps in removing the ambiguity and the doubts of the person involved in the business. 

The formal communication in business is followed and acceptable. 

6. Helps in the Expansion of Business 

A business correspondence helps a business to achieve the set goal. It also ensures the 

expansion of a business. With no waste of time and proper utilization of manpower and 

resources, a business can expand. 

Any information regarding some resources or any product or market can be easily done. 

Even the news of the expansion of business can be spread by it. 

Types of Business Correspondence 

A correspondence is of many types. Let us get ourselves familiar with some of them. 

1. Internal Correspondence 

It refers to the correspondence between the individuals, departments, or branches of the 

same organization. 

2. External Correspondence 

It refers to the correspondence between two individuals. These are not of the same 

organization. Any correspondence outside the organization is external correspondence. 

Customer and suppliers, banks, educational institutions, government departments come 

under this category. 

3. Routine Correspondence 

It refers to the correspondence on routine manners. A correspondence made for inquiries, 

orders, replies, acknowledgments, invitation, and appointment letters are routine 

correspondence. 
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4. Sales Correspondence 

It refers to the correspondence related to the sale. Sales letters, sales reports, invoice, and 

confirmation of orders are sale correspondence. Delivery letters, statement of accounts etc. 

are also some of its examples. 

5. Personalized Correspondence 

It refers to the correspondence based on emotional factors. Letters of the request, 

recommendation, and congratulations are personalized correspondence. Letter of 

introduction, granting and the refusal of terms are some of its examples. 

6. Circulars 

It refers to the communication of common matter to a large number of persons or firms. 

Circulars, notices of tenders, change of address, an opening of the new branch come under 

this category. An introduction of new products is also its example. 

Parts of a Business Letter: 

The following parts usually constitute the structure of a business letter: 

1. Heading: 

Many business organisations use printed letter head for business correspondence. The 

letterhead contains the name, the address, the line of business, telegraphic address, 

telephone numbers, telex numbers, e-mail address etc. 

2. Date: 

The date should be indicated in the upper right hand corner of the letter sheet. It is 

generally written two or three spaces below the last line of the letterhead. 

There are two methods of indicating the date: 

(i) In the order of day, month and year — 10 July 1999. 

(ii) In the order of month, day and year — July 10, 1999. Both methods are acceptable. 

It is advisable to write the names of the month in full. 
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3. Inside Address: 

The inside address consists of the names and address of the person or firm to whom the 

letter is written. It is generally written two spaces above the attention line and two spaces 

below the level of date. If there is no attention line it is given above the salutation in the left 

margin. The full address, i.e., the name of the person, firm, street, road etc. should be 

written as indicated in the source you got the address from. The details should not be 

abbreviated. 

4. Attention Line: 

When a letter is addressed to a company so that it should reach a particular office by name 

or a particular department, then attention line is typed below the inside address. This line is 

generally underlined. 

5. Salutation: 

Salutation means greetings. It shows the respect or affection or politeness which you 

introduce in a letter. The choice of salutation depends upon the personal relationship 

between the writer and the reader. It is placed two spaces below attention line or two 

spaces below the inside address. While addressing a firm, company or a club, etc. use ‘Dear 

Sirs’. 

6. Subject: 

The purpose of subject line is to let the reader know immediately what the message is 

about. By seeing this the reader can understand at a glance what the letter is about. The 

usual practice is to type this line in a double space between the salutation and the first line 

of the body. 

Dear Sirs, 

Subj.: Payment of Bill. 

7. Reference: 

In a reply to an earlier letter reference numbers, date etc. may be mentioned below the 

subject. Subject and reference must be separate and must stand out clearly to get the 

attention of the reader. 
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8. Body of the letter: 

The body is the most important part of a letter. The purpose of this part is to convey the 

message and to produce a suitable response in the reader. It is, therefore, important to 

organize and arrange the material very carefully. 

Generally, the body consists of the following: 

(i) Opening paragraph. 

(ii) Main paragraph. 

(iii) Closing paragraph. 

The opening paragraph should be written in such a way that it attracts the attention of the 

reader and makes him go through the letter. 

The main paragraph contains the subject matter. It should cover all the relevant points 

which the writer wants to convey. It should be written in simple, clear and unambiguous 

terms. 

The closing paragraph should indicate the expectations, intentions and wishes of the 

sender. 

9. Complimentary close: 

The complimentary close is a polite way of ending a letter. It is typed two spaces below the 

last line of the body of the letter. 

10. Signature: 

Signature is the assent of the writer to the subject-matter of the letter. It is placed below the 

complementary close. 

11. Enclosure: 

Sometimes, papers such as price list, catalog, draft may be attached to the letter. This is 

indicated after the signature and at the left hand margin. Generally, the abbreviated form 

“End.” is typed against which the number of enclosures is indicated. 
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Layout of a Business Letter: 

The general appearance of the letter will create a favorable impression in the minds of the 

reader. 

It is, therefore, advisable to remember the following points with regard to layout or 

appearance of the letter: 

1. Stationery: 

For making an initial impression it is necessary to use good quality paper. Use of the best 

stationery is a good investment. White paper is preferable as the letters stand out clearly on 

it and make easy reading. The size of the paper may be according to the suitability of each 

organisation. 

2. Typing: 

Typing saves time and gives a good appearance. It is, therefore, necessary to get the letters 

neatly typed. Typing of letter involves extra expenses. But the appearance of the letter will 

pay rich dividends. 

3. Margin: 

Margin in a letter adds to its attractiveness. One inch (2.54 cms) margin on all sides is the 

standard one. Margin may be suitably changed according to the size of the paper and it 

should give a picture frame appearance. 

4. Folding: 

Care should be taken when folding a letter. It should be done with minimum number of folds 

and the letter should not look bulky when placed in a cover. The folds should be well 

pressed down. When a letter is placed in a cover it must give a smart look. 

5. Envelope: 

The colour and quality of the envelope must match the inside letter. The envelope should 

suit the size of the paper on which the letter is typed. 
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Types of Formal Letters and Formal Letter Format 

A. Letter of Enquiry 

As the name suggests this type of letter is the source of collecting information. People 

usually use a letter of inquiry as one of the most used business letter  or formal letter. A 

letter of inquiry helps a person to have information like some course or job inquiry, prices of 

services and products, terms and orders or working agreements etc. One must always keep 

in mind 

• Give a brief introduction about yourself 

• Include the name of the organization (if possible) 

• Provide clear details about the area of inquiry 

• Present your queries and doubt in a clear and understandable form 

• Mention the deadlines by which you need the information 

The format of this letter is the same as the formal letter format. 

Sample 

16 Ring Road 

Nagpur – 01 

November 30, 20xx 

The Director 

ABC Classes 

35 Patel Street 

Delhi − 18 

Dear Sir, 

Sub.: Enquiry about CAT Coaching Classes. 

This is with reference to your advertisement in the ‘The Times of India’ for CAT Coaching 

classes. I have passes the B.Sc. degree examination with Statistics as the main subject. I 

am keen on joining your institute for the coaching classes. 
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Kindly let me know about the procedure of applying for the qualifying test and its date. I 

would also like to know the duration of the coaching programme, the duration and the 

number of classes per week along with the available mode of classes. Information about the 

fees payable and the study materials is highly appreciated. Could you please send me a 

copy of your prospectus? 

I would like to enroll as soon as possible. Your early response will enable me to decide fast. 

Thanking you. 

With kind regards 

XYZ 

B. Order Letter 

When a buyer needs to order some goods, he writes an order letter to the seller. The three 

main parts of this letter are 

• The details of the items or the goods being ordered must be clearly stated. It must 

have complete information like the quantity of the goods, model number (if possible), 

etc. 

• The information related to the shipping must also be clearly given. The mode of 

shipping, shipping location and the desired date for the goods to be shipped must be 

clearly stated. 

• The inquiry related payment whether it is the mode of payment, date of payment or 

terms and conditions regarding payment should be clearly mentioned. 

Let’s look at the format with an example. 

Sample 

New Era Business 

16 Ring Road 

Delhi – 01 

November 30, 20xx 

The Manager 

Woods and Worlds 
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35 Patel Street 

Delhi − 18 

Dear Sir, 

Sub.: Placing order for furniture. 

As we have discussed telephonically, on behalf of our company I like to place an immediate 

order for the supply of the following set of furniture. 

Model No. Name of the Item Quantity 

1254 Chair 25 

1478 Chair 12 

2148 Conference Table 03 

4615 Table 50 

2418 Sofa 02 

As we have discussed, we are sending a demand draft of Rs. 20,000 as advance payment. 

The rest will be paid at the time of delivery. Kindly ship the above order at the above-

mentioned address. 

Kindly adhere to the terms of the agreement. We hope to receive the order in four working 

days. 

Thanking You. 
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Yours truly 

XYZ 

HR 

C. Letter of Complaint 

Suppose you placed an order of some items. The quality promised and the quality of the 

items received is not the same. What will you do? You either want to replace them or want 

your payment back. How can you do so? This is where the letter of complaint comes into 

play. While writing this type of letter, 

• One must clearly provide the details of the problem faced 

• Tell what action you want to be taken 

• Provide information like the date of arrival of orders, order number, or the details of 

the previous complaint (if any) 

• Give a deadline to respond within 

• Attach a copy or a specimen of the invoice or any other receipt 

• Use polite yet assertive words regarding complaint issue 

• Never excuse or make any allegation by self 

Let’s look at the format with an example. 

Sample 

New Business World 

16 Ring Road 

Delhi – 01 

November 30, 20xx 

The Manager 

ABC Stationary King 

35 Patel Street 

Delhi – 18 
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Dear Sir, 

Sub.: Complaint against Order No. S/24-201S-1147. 

This is with reference to the Order No. S/24-201S-1147 place on Nov 17, 20xx. The order 

consists of letterhead and business cards. As per the agreement, we were promised of 

receiving the order latest by Nov 22, 20xx. First of all the order did not reach in time. Also, 

the quality of the papers and design selected for business cards is not matching with the 

selected one. 

We have faced a lot of embarrassment and inconvenience and our reputation is at stake in 

the eyes of our clients. 

Kindly ensure that the order will be replaced latest by Dec 4, 20xx, failing which payment will 

be stopped or the will be cancelled. I sincerely request you to look into the matter and do the 

needful as soon as possible. 

Thanking you. 

Yours truly 

XYZ 

General Manager 

D. Reply to a Letter of Complaint 

Suppose sometime you received a letter of complaint  and you want to reply to it. It is most 

important to try to look after such complaints as they may cost you your/ organization’s 

reputation. How will you do so? How can you provide better customer services? It is 

important for you to 

• Clearly address the problem and the trouble costs to the customer 

• Apologize for the error on your side 

• Clearly state the course of actions you will take for the arisen issues and the time 

until you will do so 

• Assure the customer for no more future grievances and troubles 

• Be very clear and specific about every detail 

The format of this letter is the same as the formal letter format. 
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Sample 

ABC Stationary King 

35 Patel Street 

Delhi − 18 

December 02, 20xx 

The General Manager 

16 Ring Road 

Delhi – 01 

Dear Sir, 

Sub.: Reply to the complaint against Order No. S/24-201S-1147. 

This is with reference to your Order No. S/24-201S-1147 which you placed with our 

company on Nov 17, 20xx. 

We sincerely apologize to you for the inconvenience caused. Right now we are facing 

problems with supply from the manufacturer’s end. Also, we are flooded with a large number 

of orders. 

We are taking steps in regard to your complaint and we ensure that we will replace the order 

latest by Dec 05, 20xx also a similar problem does not occur in future again. We would 

appreciate your support on this matter. 

Thanking You. 

Yours Truly 

QPR 

Manager 

E. Promotion Letter  

This type of letters mainly refers to the one of promoting new developments and up-

gradation. The promotion can be of anything new opening of a new branch or show-rooms, 

new schemes, or any other promotional discounts. For any promotional letter, it is very 

important to 

• Use clear, definite terms 



Dnyansagar Arts And Commerce College, Balewadi,Pune – 45 
 

   Subject- Business Communication  Sem- III,2019 pattern Sub.code- 231           Class: S.Y.Bcom 

 

 

PROF. Shinde.P.S.  www.dacc.edu.in 
 

• Proper use of punctuations and correct spelling 

• Avoid slang, fancy terminologies of jargon 

• Clearly discuss the promotion 

• Avoid the use of abbreviations 

Let’s look at the format with an example. 

Sample 

ABC Group of Company 

16 Ring Road 

Delhi – 01 

November 30, 20xx 

The Manager 

XYA Agency 

35 Patel Street 

Delhi − 18 

Dear Sir, 

Sub.: New Branch at QPR Colony. 

We are glad to announce the grand opening of a new branch of our company in QPR Colony, 

Delhi on Dec 05, 20xx. 

As a respected client, we are extremely delighted to inform you that this branch is also fully 

efficient. It offers various solutions to your problems and anything that you would ask for. We 

are dedicated to providing you with the best service that you deserve. 

We would be very happy to have you as our guest in our branch and encourage you to find 

more of our products. 

Looking forward to your visit to our new branch. 

Thanking you. 



Dnyansagar Arts And Commerce College, Balewadi,Pune – 45 
 

   Subject- Business Communication  Sem- III,2019 pattern Sub.code- 231           Class: S.Y.Bcom 

 

 

PROF. Shinde.P.S.  www.dacc.edu.in 
 

Yours truly 

XYZ 

HR 

F. Sales Letters 

These letters are written to tell about a product to the customers with an intention of selling 

it. A sales letter helps in the sale promotion and presenting introductory offers. It makes it 

easy to understand the facts and figures and also strengthen the partnership and the joint 

ventures. While writing a sales letter one must keep in mind the following points: 

• The language must be formal 

• Only use easy and clear language 

• Avoid slang and use of abbreviations 

• The content must be clear, concise and understandable 

• Avoid adding extra details or information 

• Pay attention towards the targeted audience 

• Provide details, features, uses of a newly launched product 

The format of this letter is the same as the formal letter format. 

Sample 

ABC Bank 

16 Ring Road 

Delhi – 01 

November 30, 20xx 

The Manager 

XYZ Agency 

35 Patel Street 

Delhi − 18 

Dear Sir, 

Sub.: Availability of new scheme of an automobile loan. 

https://www.toppr.com/guides/business-studies/forms-of-business-organisations/partnership/
https://www.toppr.com/guides/business-studies/private-public-and-global-enterprises/joint-venture/
https://www.toppr.com/guides/business-studies/private-public-and-global-enterprises/joint-venture/
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It provides us with immense pleasure to inform you that we have launched a new scheme 

for an automobile loan. As a respectable and trusted client, we are providing you with the 

details of this scheme. 

It will take only a couple of minutes to complete all the formalities. The rate of interest of the 

loan is also very low compared to the schemes of other banks. The bank also provides an 

opportunity to buy or sell any of the automobiles. 

All other information is kept strictly confidential. This service is fast and free and we will 

provide you with the service within 24 hours. 

We will highly oblige to help you to clear any of your doubts. Free feel to contact us. Looking 

forward to hear from your side. 

Thanking you. 

With regards, 

KLM 

Bank Manager 

G. Recovery Letters 

There are sometimes when a company or an organization needs to collect money from a 

client or a customer. The intention behind writing recovery letters is to recover the money 

form the customer without bothering or annoying the client. This type of letter includes detail 

information regarding the amount of unclear payment, last date of payment of the amount, 

the detail of the legal action in case of non-payment of the dues. Although it is a recovery 

letter, one must always keep in mind 

• The remainder must be in the polite language 

• The detailed information and the reasons must be clear and understandable by the 

client 

• The language should be formal 

• Provide the detail of legal action in case of non-payment of further delay in clearing 

the dues 
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Let’s look at the format with an example. 

Sample 

ABC Bank 

16 Ring Road 

Delhi – 01 

November 30, 20xx 

The Manager 

XYA Agency 

35 Patel Street 

Delhi − 18 

Dear Sir, 

Sub.: Reminder for paying dues. 

This is to remind you that your organization has taken a loan of Rs. 2 crores two years back 

on June 18. As per the agreement and loan guidelines, on completion of one and a half year, 

you would need to pay back the 80% of the principal amount with the appropriate interest. 

Since now we have received just 50% of the principal amount. As the payment is due since 

long, we would appreciate if you send the cheque immediately. 

I request you to kindly look into the matter within the next six working days. Otherwise, strict 

legal action will be taken. Kindly acknowledge the matter. 

Thanking You. 

Yours Sincerely 

FMG 

Manager 
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UNIT- III -  Soft Skill 

What Are Soft Skills? 

Soft skills are interpersonal skills which are used to describe your approach to life, work, and 

relationships with other people. Unlike hard skills, these are not professional job-specific 

skills like accountancy, graphics designing, etc. Soft skills are your unique selling 

point which gives you a competitive edge over others in the workplace and in life. 

Other names given to soft skills are people skills, interpersonal skills, and social skills. 

Examples Of Soft Skills 

Soft skills comprise of personal attributes, communication skills and abilities, and 

personality traits which differentiate people with similar hard-skill-set from each other. 

Some examples of soft skills are: 

▪ Communication Skills 

▪ Leadership 

▪ Work Ethic 

▪ Creative Problem Solving 

▪ Time management 

▪ Conflict Resolution 

▪ Team player 

Why Are Soft Skills Important? 

You wouldn’t deny if we say that hard-skills are at the top of every hiring manager’s priority 

list. However, a research by Glassdoor found out that on an average, each corporate job 

opening attracts 250 resumes, only four to six of those candidates get an interview call, and 

only one gets the job. 

What separates the successful candidate from the other job seekers is, most probably, a set 

of soft skills. Employers look for candidates with a strong work ethic, who not only does the 

job effectively and efficiently, but also stay focused, organized, competitive, dedicated, give 

ideas, knows how to work with a team, has a positive attitude and has leadership skills. 
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Why? 

Because in this competitive world, work isn’t limited to just what’s offered to you by your 

boss. It requires you to solve the problems creatively, give ideas for better business, save 

time, handle conflicts, maintain a peaceful and optimistic environment in the workplace, etc. 

The Top 7 Soft Skills 

Even though the knowledge, the training, and the abilities make anyone a perfect fit for a 

job. But when everyone possesses such knowledge, training, and abilities, the employers’ 

expectations increase in terms of ‘something’ that should separate the selected candidate 

from others. This something is where soft skills kick in. Here’s a list of the top 7 soft skills 

which are deemed to be beneficial in this competitive market. 

Communication Skills 

Communication skills is a broad soft skills category. It refers to how you communicate with 

clients, customers, colleagues, employees, employers, vendors, partners and almost 

everyone connected to the concerned business. 

Good communication skills constitute the ability to not only speak confidently but also good 

presentation skills and the ability to listen and empathize whenever necessary. 

Communication skills become a hard-skill when we talk about customer service jobs. For 

other jobs, this category is a great soft skill and includes: 

▪ Speaking Skills 

▪ Presentation Skills 

▪ Negotiation Skills 

▪ Nonverbal communication skills 

▪ Listening and empathizing 

▪ Persuasion 

▪ Public Speaking 

▪ Storytelling 

▪ Written Communication, etc. 
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Leadership Skills 

Leadership skill set is among the most sought-after skill set by employers. Hiring managers 

look for candidates who have good potential to grow. Such candidates are self-reliant, can 

work with the team seamlessly, and even put efforts to make the team and their efforts 

better. 

Leadership skills include abilities to lead a team, make decisions and work for the benefit of 

the company and the team keeping aside the personal viewpoints, biases, and conflicts. It 

stems from the experience of handling projects and teams. 

Leadership is one of the hard-skills employers look for when hiring c-level or other high 

ranking executives. However, it is also a very important soft skill for other positions and 

includes: 

▪ Team Management 

▪ Conflict Management & Resolution 

▪ Decision Making 

▪ Drafting Delegation Strategies 

▪ Drafting Motivation Strategies, etc. 

Work Ethics 

Work ethics are inherent. It is a soft skills category which is really hard to teach and even 

harder to demonstrate during a job interview. It is how a person feels about his job and 

carries out his duties and responsibilities. Having a strong work ethic means the person 

acknowledges is position and does the job assigned to him honestly and diligently with all 

the accountability. 

Some examples of soft skills which come under the work ethics category are: 

▪ Completing tasks on time 

▪ Punctuality 

▪ Being Focused & Organized 

▪ Competitiveness 
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▪ Perseverance 

▪ Persistence 

▪ Business Etiquettes, etc. 

Teamwork 

Different jobs have different requirements and some require you to constantly work and 

communicate with other team members. This makes teamwork to be one of the most 

important soft skills for careers in market research, event management, client servicing, etc. 

which require employees to do team projects and attend frequent departmental meetings, 

etc. 

Some examples of soft skills falling under the teamwork category are: 

▪ Team Player 

▪ Collaborative 

▪ Empathetic 

▪ Influential 

▪ Networking Skills 

▪ Social Skills 

▪ Interpersonal Skills 

▪ Knowledge of how to deal with difficult personalities, etc. 

Time Management 

In this era of limitless work and limited time, hiring managers always prefer employees who 

work efficiently and know how to use time wisely. Almost every employer prefers his 

employees to have time management skills as it not only saves them money but also 

increases the productivity of the organization. 

Key phrases used to convey time management skills are: 

▪ Prioritizing 

▪ Goal Setting & Management 
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▪ Planning 

▪ Control 

▪ Focus 

▪ Delegation, etc. 

Critical Thinking 

Critical thinking involves a careful observation and analysis of objective information to make 

a reasoned judgement. It involves evaluation of statistics, facts, observable phenomenon, 

research findings, and other trustable data to draw reasonable conclusions. 

Hiring managers love candidates who can evaluate the situation using logical thought and 

come up with the best possible solution. Many employers even require candidates to pass a 

critical thinking test before appearing for the interview. 

Key phrases used to convey critical thinking skills are: 

▪ Analytical 

▪ Problem Solving 

▪ Artistic Sense 

▪ Critical Observer 

▪ Desire to Learn 

▪ Innovator 

▪ Logical Thinker 

▪ Creative Thinker, etc 

Adaptability 

Not everyone in the workplace will share your religion, caste, or other sets of beliefs. 

Moreover, being adaptable and open-minded is almost a prerequisite soft skill in this rapidly 

changing technological environment. Adaptability is all about embracing the differences and 

going with the flow. It’s important to maintain a sound professional environment in the 

organization. 
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Key phrases used to convey adaptability are: 

▪ Calm 

▪ Optimistic 

▪ Open Minded 

▪ Curious, etc. 
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Personal grooming and Etiquettes 

All of us at some point in our life have admired leaders having a charismatic personality and 

secretly wished that we had some of that charisma in ourselves. Though charisma or inner 

charm cannot be acquired superficially, it is still possible to develop a well liked and admired 

personality through proper grooming. 

There are other qualities that a make a fulsome personality than sheer physical beauty. This 

is not to undermine the importance of a beautiful face but it is not everything. The inner 

charm or personal magnetism is what actually makes someone very special. However when 

the two are combined the combination is irresistible. A good attractive personality is always 

an advantage in any situation. People are drawn towards magnetic and attractive 

personalities and want to know all about them. It is exactly the reason why people are crazy 

about celebrities and devour every bit of news regarding them with interest. 

The most important trait of good personality is its confidence. Self confidence or having 

confidence in yourself can make a huge difference in how people perceive you. If you unsure 

of yourself, you will be projecting the same image outside to others as well. So, it is 

important that you cultivate confidence in your self and this can only happen if you really 

believe that you are capable of handling any situation. Self belief and prepared ness are the 

keys to self confidence. 

Pay adequate attention to you personal grooming. Be clean and neat all the time. Dress up 

properly for the occasion. No one wants to talk to persons who are shabbily dressed. A neat 

and clean personality always radiates a confident attitude – someone who takes care of 

himself can also take care of others. Clothes should be comfortable – not necessarily 

fashionable. Every fashion does not suit everyone. Do not be a blind follower – choose only 

outfits that you can carry off confidently. 

Remember , The first impression is the last impression. People take only a few seconds to 

judge others and in these first few seconds, what they note is the appearance. When you are 

fresh and well groomed, it creates a positive impression. Research has shown that good 

looking people have a 20% advantage over the not so groomed ones. 

As Dale Carneige in his best seller “ How to win friends and influence People” said -- 

Everyone can spot a fake and it does not help to be one. Be kind and gentle to people. 

Sometime, everyone makes a mistake, be forgiving and importantly – differentiate between 

the mistake and the one committing mistake. True, it may cause a lot of trouble, but it is not 

going to end the world. So be forgiving and be gentle. Develop your character by inculcating 
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good behavior and discipline in your life. Let your inner charm and faith flow out and 

embrace others in its magnetic wrap. Charge yourself with strong willpower and have full 

faith in your abilities. 

Here are some tips for Time management 

Time is essence. Time is money. Sounds cliché! But it is true. Effective time management is 

the skill that sets apart effective people from ineffective ones. These skills help in focusing 

our selves on our dreams and aspirations and help us to achieve what we want to in our life. 

It is not just for working people but for persons in all spheres of life. Hence, it is essential 

that we manage our time as efficiently as possible. Here are some tips for managing our 

time effectively and which can make our life simpler: 

1. First and foremost, learn to respect time. It is not going to wait for you. So, use it while you 

can. PRIORTIZE your work. Not all tasks are equally important. Learn to differentiate 

between important and unimportant ones. 

2. Learn to DELEGATE. There is no pride in doing all the tasks yourself. Save your time and 

effort in doing the important tasks. 

3. Use TECHNOLOGY effectively. Why walk down two floors to hand down reports or to the 

cubicle down the corridor for small things. Send an email or better, use telephone. Reduce 

these frequent jaunts to minimum. 

5. Learn to say NO. Say no to frequent interruptions and distractions. Friends dropping in say 

hello or calling up to say good morning are real time wasters. Avoid them and better, tell 

them you are at work and would not like to be disturbed. 

For Full article go to http://www.helium.com/items/1086301-tips-for-time-management 

What Are Presentation Skills?  

Presentation skills refer to all the qualities you need to create and deliver a clear and 

effective presentation. While what you say during a presentation matters, employers also 

value the ability to create supporting materials, such as slides. Your prospective employer 

may want you to deliver briefings and reports to colleagues, conduct training sessions, 

present information to clients, or perform any number of other tasks that involve speaking 

before an audience. 

Giving engaging and easy-to-understand talks is a major component of the strong oral 

communication skills that are a job requirement for many positions. 
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Presentation Phases 

Any presentation has three phases: preparation, delivery, and follow-up. All presentation 

skills fit into one of these three phases.1 

Preparation involves research and building the presentation. This may mean crafting the 

entire text (or at least writing notes) and creating any slides and other supporting 

visual/audio materials. You will also have to make sure that the appropriate venue is 

available and properly set up beforehand and that the projector works (if you'll need one) 

and connects with your laptop. You'll also want to practice your presentation as many times 

as you need to to feel comfortable delivering it with ease and confidence within the 

time allotted for the presentation. 

Skills related to preparation include: 

• Conducting research related to your presentation topic 

• Devising charts and graphs depicting your research findings 

• Learning about your audience to better tailor your presentation to their needs 

• Creating digital slides 

• Breaking up a presentation into parts of reasonable length 

• Using statistics effectively to persuade an audience 

• Incorporating concrete examples and stories to illustrate points and maintain 

audience attention 

• Preparing handouts or digital references so the audience isn't preoccupied with note-

taking 

• Promoting presentations effectively to generate an appropriate audience 

Delivery is the part the audience sees. A good delivery depends on careful preparation and 

confident presentation and requires its own distinctive skill set.  

Skills related to delivery include: 

• Delivering an attention-grabbing opening for a talk 
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• Providing a summary of what will be covered to introduce a presentation and provide 

context 

• Using body language and eye contact to convey energy and confidence 

• Pausing to emphasize key points 

• Modulating vocal tone for emphasis 

• Articulating clearly and smoothly 

• Injecting humor 

• Speaking with enthusiasm and animation 

• Projecting confidence 

• Summarizing key points at the conclusion 

• Fielding questions to clarify points 

Follow-up includes properly breaking down and storing any equipment, contacting any 

audience members with whom you agreed to communicate further, and soliciting, collecting, 

and analyzing feedback. In some presentations, you may collect information from audience 

members—such as names and contact information or completed surveys—that you also 

must organize and store. 

Skills related to follow-up include: 

• Creating an evaluation form to solicit feedback from attendees 

• Interpreting feedback from evaluations and modifying content and/or delivery for 

future presentations 

• Organizing a database of attendees for future presentations 

• Interviewing key attendees to gain additional feedback 

• Emailing presentation slides to attendees 
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Types of Presentation Skills 

Analytical 

The best presenters are constantly improving their skills. To get better, you must be able to 

look honestly at your performance, assess the feedback you get, and figure out what you 

need to do to improve. That takes analytical thinking. 

More importantly, you need to have a firm grasp of the information you are about to 

communicate to others. You need to analyze your audience and be prepared to think quickly 

if asked questions that force you to demonstrate that you are fully aware of the material and 

its implications. 

• Problem sensitivity 

• Reporting 

• Surveying 

• Optimization 

• Predictive modeling 

• Problem-solving 

• Restructuring  

• Strategic planning 

• Integration 

• Process management 

• Ongoing improvement 

• Diagnostics 

• Dissecting 

• Evaluating 

• Judgment 
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Organization 

You do not want to be the person who spends half of their presentation time trying to find a 

cable to connect their laptop to the projector. Many things can go wrong just before a 

presentation, and they probably will, unless you are organized. 

Presentation preparation also means keeping track of notes, information, and start/stop 

times. 

A presentation that's over in half the time allotted is problematic, as is one that's too long-

winded. 

Finally, you will want to proofread and fine-tune all the materials you plan to use for the 

presentation.  

• Event planning 

• Auditing 

• Benchmarking 

• Prioritization 

• Recordkeeping 

• Scheduling 

• Attention to detail 

• Quick thinking 

Nonverbal Communication 

When speaking to an audience, the way you present yourself can be just as important as 

how you present your information. You want to appear confident and engaging. You can do 

this through good posture, the use of hand gestures, and making eye contact with the 

audience. Practice your nonverbal communication by filming yourself doing a practice 

presentation and observing your body language carefully. 

• Active listening 

• Bearing 
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• Poise 

• Confidence 

• Emotional intelligence 

• Respect 

• Facilitating group discussion 

• Awareness of ethnic, political, and religious diversity 

Presentation Software 

Microsoft PowerPoint is the dominant software used to create visual aids for presentations. 

Learn to use it well, including the special features outside of basic templates that can really 

bring a presentation to life. Even if someone else is preparing your slideshow for you, it will 

help to know how to use the software in case of last-minute changes. 

• Microsoft Office 

• Design 

• Keynote 

• Google Slides 

• Adobe Presenter 

Public Speaking 

You need to appear comfortable and engaging when speaking before a live audience, even if 

you're not. This can take years of practice, and sometimes public speaking just isn't for 

certain people. An uncomfortable presenter is a challenge for everyone. Fortunately, public 

speaking skills can improve with practice. 

• Articulation 

• Engagement 

• Assessing the needs of the audience 

• Consulting 
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• Handling difficult questions 

• Controlling performance anxiety 

• Memorization 

• Modulating vocal tone 

Research 

Research is the first step in preparing most presentations and could range from a multi-year 

process to spending 20 minutes online, depending on context and subject matter. At the 

very least, you must be able to clearly frame research questions, identify appropriate 

information sources, and organize your results. 

• Brainstorming 

• Collaboration 

• Big data analytics 

• Business intelligence 

• Calculating 

• Case analysis 

• Causal relationships 

• Classifying 

• Comparative analysis 

• Data interpretation 

• Deductive reasoning 

• Inductive reasoning 

• Search engine research 
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Group Discussion  

An average GD usually features 10 to 15 participants. The GD process begins by the 

announcement of the topic to the group, which is (usually) followed by a preparation time of 

3 to 5 minutes. More than 5 minutes’ prep time may be given only if the GD is a case-study 

discussion, and has a long case statement. 

At the end of the prep time, the panel signals the group to commence the discussion, and 

from then on plays the role of a non-participating observer. This means that the discussion is 

not moderated or ‘anchored’ by a panellist. The group members must discuss the topic as 

they deem appropriate without any kind of suggestion from the panel. The panel expects no 

particular order of speakers to be followed nor a minimum or maximum duration of speaking 

to be followed by individual participants. 

 

 

What are the various types of Group Discussions? 

A) Topical Group Discussions, which are based on current affairs or ‘static’ matters – for 

example, a GD on the topic of the recent demonetisation of Rs 500 and Rs 1000 notes 

would be the former, whereas a GD on whether India should adopt a presidential model of 

democracy would be the latter, as it has no limitation of a time frame. 

B) Case-studies, which present the group with a complex business situation that requires a 

decision to be made. Such cases usually have multiple problems embedded in the given 
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situation, and both the individual participants and the group are required to analyse the 

situation, identify the problems, and suggest a way out. 

C) Abstract Group Discussions, which are called so because they offer us no definite 

framework of the topic, and hence no definite direction to take in the discussion. Instead, 

the participants are required to interpret the topic in their own ways and demonstrate 

innovative thinking in doing so. Such topics could be single-worded, such as ‘Blue’, or a 

short cryptic sentence, or even an image Contrary to popular perception, no one kind of GD 

is necessarily easier or more difficult than any other, as the quality of response in any case 

depends largely on the preparation of the individual and the way they generally think. 

What Are Time Management Skills? 

Time management means working efficiently, and employers in every industry look for staff 

that can make optimal use of the time available to them on the job. Saving time saves the 

organization money and increases revenue. 

Effective time management requires staff to analyze their workload, assign priorities, and 

maintain focus on productive endeavors.  

Employees who are excellent time managers can eliminate distractions and enlist support 

from colleagues to help accomplish their goals. 
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UNIT – IV – Resume writing & Job Application Letters 

A job application letter and a cover letter are important documents when it comes to 

application processes. These letters help an individual have higher chances of being 

considered for a professional work position. Some job advert will require the applicant to 

submit a cover letter, while others require them to an application letter. Whether the job 

advert states that you need to send a cover letter or an application letter, they are basically 

just asking the same item. 

Key Elements of a Resume 

Resumes tell the employer about your experiences, skills and work history. Use your resume 

to highlight items that indicate you are a good worker, are qualified for the position and 

bring desirable skills to the job. If you are a student and have little or no previous job 

experiences, enhance information about your school and community activities. 

Personal Information 

Name Current and Permanent address (may be omitted from a resume posted on the web) 

Telephone number 

E-mail address 

Objective 

In one short sentence summarize your goal for your job search. 

The goal statement should be related to the specific position for which you are applying. It is 

also effective to highlight your skills in the goal statement. 

Examples: 

Seeking a position as a social worker providing service to the aged. 

Seeking a position that utilizes my skills in counseling, research, and proposal writing. 

 

 Education 

High school name 

City and State 

Date of graduation 

Course Highlights (courses directly related to the job or your career field and special 

abilities) Certificates. 
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 Work and Related Experience 

Summer jobs, Internships, Volunteer work 

(Include position title, company/organization, city/state, dates and a brief list of the job 

duties) 

 Awards and Honors 

Academic, musical, athletic and or other recognition. (Include name of the award/honor, 

who awarded it, and when it was awarded.) 

 Activities/Hobbies 

Include your role in the position, the organization and dates. 

Example: 

Captain, Shorewood High School, Volley Ball Team, 1999 2001 

 

 Skills 

Soft skills: (being responsible, loyal, hardworking, energetic, outgoing.) 

Hard skills: (research and writing, Microsoft word 98, Microsoft Publisher 2000, Public 

speaking.) 

References (3-5 people) 

Teacher/Professor 

Work supervisor (current or past) 

Character reference (Pastor, Headmaster, youth group leader or someone who knows you 

well) 

Include the name, relationship to you, organization, contact phone numbers. 

Other Considerations 

• Limit your resume to one or two pages. 

• Do not include birth date, health status or social security number. 

• Limit the use of personal pronouns such as "I”. Begin sentences with action verbs. 

• Be honest but avoid writing anything negative in your resume. 

• Make your resume error free. Have someone proof read it for you. 

• Use a simple, easy to read font style, 10-14 point. 

• Use high quality paper. 
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For your resume to be scannable it should use Sans Serif type, little formats, no Italics, and 

no underlining. When developing an e-mailable resume, contact the company for specific 

guidelines if they are not provided in the application materials. 

What to Include in a Curriculum Vitae 

A curriculum vitae, commonly referred to as a “CV,” is a longer (two or more pages), more 

detailed synopsis than a resume.2 

Your CV should be clear, concise, complete, and up-to-date with current employment and 

educational information. 

The following are examples of information that can be included in your curriculum vitae. The 

elements that you include will depend on what you are applying for, so be sure to 

incorporate the most relevant information to support your candidacy in your CV. 

• Personal details and contact information. Most CVs start with contact information 

and personal data but take care to avoid superfluous details, such as religious 

affiliation, children's names, and so on. 

• Education and qualifications. Be sure to include the names of institutions and dates 

attended in reverse order: Ph.D., Masters, Undergraduate. 

• Work experience/employment history. The most widely accepted style of employment 

record is the chronological curriculum vitae. Your career history is presented in 

reverse date order starting with the most recent appointment. More 

emphasis/information should be placed on your most recent jobs. 

• Skills. Include computer skills, foreign language skills, and any other recent training 

that is relevant to the role applied for. 

• Training / Graduate Fieldwork / Study Abroad 

• Dissertations / Theses 

• Research experience 

• Teaching experience 

• Publications 

• Presentations, lectures, and exhibitions 

https://www.thebalancecareers.com/curriculum-vitae-cover-letters-2060329
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• Grants, scholarships, fellowships, and assistantships 

• Awards and honors 

• Technical, computer, and language skills 

• Professional licenses, certifications, and memberships 

What Not to Include? 

There is no need to include your photo, your salary history, the reason you left your previous 

position, or references in a CV submitted for jobs in the United States. References should be 

listed separately and given to employers upon request. 

The requirements for international CVs differ, and depend upon the country to which you are 

applying. 

In other countries, private information like your date of birth, nationality, marital status, how 

many children you have, and a photograph may be required. 

How Long Should a CV Be? 

A good, entry-level curriculum vitae should ideally cover two to three pages. 

Aim to ensure the content is clear, structured, concise, and relevant. Using bullet 

points rather than full sentences can help minimize word usage. 

• Tips for Writing a Job Application Letter 

A job application letter, also known as a cover letter, should be sent or uploaded with 

your resume when applying for jobs. While your resume offers a history of your work 

experience and an outline of your skills and accomplishments, the job application letter you 

send to an employer explains why you are qualified for the position and should be selected 

for an interview. 

Writing this letter can seem like a challenging task. However, if you take it one step at a 

time, you'll soon be an expert at writing application letters to send with your resume. 

How to Get Started 

Before you begin writing your job application letter, do some groundwork. Consider what 

information you want to include (keeping in mind that space is limited). Remember, this 

letter is making a case for your candidacy for the position. But you can do better than just 



Dnyansagar Arts And Commerce College, Balewadi,Pune – 45 
 

   Subject- Business Communication  Sem- III,2019 pattern Sub.code- 231           Class: S.Y.Bcom 

 

 

PROF. Shinde.P.S.  www.dacc.edu.in 
 

regurgitating your resume — instead, highlight your most relevant skills, experiences, and 

abilities. 

To include the most convincing, relevant details in your letter, you'll need to know what the 

employer wants. The biggest clues are within the job advertisement, so spend some 

time decoding the job ad. Next, match your qualifications with the employer's wants and 

needs. Make a list of your relevant experience and skills. For instance, if the job ad calls for 

a strong leader, think of examples of when you've successfully led a team. Once you've 

jotted down some notes, and have a sense of what you want to highlight in your letter, you're 

ready to get started writing. 

Writing Guidelines for Job Application Letters 

Writing a job application letter is very different from a quick email to a friend or a thank-you 

note to a relative. Hiring managers and potential interviewers have certain expectations 

when it comes to the letter's presentation and appearance, from length (no more than a 

page) to font size and style to letter spacing: 

Length: A letter of application should be no more than one page long. 

Format and Page Margins: A letter of application should be single-spaced with a space 

between each paragraph. Use about 1" margins and align your text to the left, which is the 

standard alignment for most documents. 

Font: Use a traditional font such as Times New Roman, Arial, or Calibri. The font size should 

be between 10 and 12 points. 

What to Include in Each Section of the Letter 

There are also set rules for the sections included in the letter, from salutation to sign-off, 

and how the letter is organized. Here's a quick lowdown on the main sections included in a 

job application letter: 

Heading: A letter of application should begin with both your and the employer's contact 

information (name, address, phone number, email) followed by the date. If this is an 

email rather than an actual letter, include your contact information at the end of the letter, 

after your signature. 

 



Dnyansagar Arts And Commerce College, Balewadi,Pune – 45 
 

   Subject- Business Communication  Sem- III,2019 pattern Sub.code- 231           Class: S.Y.Bcom 

 

 

PROF. Shinde.P.S.  www.dacc.edu.in 
 

Salutation: This is your polite greeting. The most common salutation is "Dear Mr./Ms." 

followed by the person's last name. Find out more about appropriate cover letter salutations, 

including what to do if you don't know the person's name, or are unsure of a contact's 

gender. 

Body of the letter: Think of this section as being three distinct parts. 

In the first paragraph, you'll want to mention the job you are applying for and where you saw 

the job listing. 

The next paragraph(s) are the most important part of your letter. Remember how you 

gathered all that information about what employers were seeking, and how you could meet 

their needs? This is where you'll share those relevant details on your experience and 

accomplishments. 

The third and last part of the body of the letter will be your thank you to the employer; you 

can also offer follow-up information. 

Complimentary Close: Sign off your email with a polite close, such as "Best" or "Sincerely," 

followed by your name. 

• Closing Examples 

Signature: End with your signature, handwritten, followed by your typed name. If this is an 

email, simply include your typed name, followed by your contact information. 

• Signature Examples 

Simple Formatting Using a Template 

Overwhelmed by all these formatting and organization requirements? One way to make the 

process of writing a job application easier is to use a job application letter template to create 

your own personalized job application letters for applying for a job. Having a template can 

help save you time if you are sending a lot of application letters. 

Be sure that each letter you send is personalized to the company and position; do not send 

the same letter to different companies. 

 

 

https://www.thebalancecareers.com/cover-letter-closing-examples-2060311
https://www.thebalancecareers.com/how-to-sign-a-cover-letter-with-signature-examples-2060309
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Tips for Writing an Effective Letter 

• Always write one. Unless a job posting specifically says not to send a letter of 

application or cover letter, you should always send one. Even if the company does not 

request a letter of application, it never hurts to include one. If they do ask you to send 

a letter, make sure to follow the directions exactly (for example, they might ask you to 

send the letter as an email attachment, or type it directly into their online application 

system). 

• Use business letter format. Use a formal business letter format when writing your 

letter. Include your contact information at the top, the date, and the employer’s 

contact information. Be sure to provide a salutation at the beginning, and your 

signature at the end. 

• Sell yourself. Throughout the letter, focus on how you would benefit the company. 

Provide specific examples of times when you demonstrated skills or abilities that 

would be useful for the job, especially those listed in the job posting or description. If 

possible, include examples of times when you added value to a company. Numerical 

values offer concrete evidence of your skills and accomplishments. 

• Use keywords. Reread the job listing, circling any keywords (such as skills or abilities 

that are emphasized in the listing). Try to include some of those words in your cover 

letter. This will help the employer see that you are a strong fit for the job. 

• Keep it brief. Keep your letter under a page long, with no more than about four 

paragraphs. An employer is more likely to read a concise letter. 

• Edit, edit, edit. Employers are likely to overlook an application with a lot of errors. 

Therefore, read through your cover letter, and if possible ask a friend or career 

counselor to review the letter. Proofread for any grammar or spelling errors. 

 

 

----------------------------------------------------------------THANK YOU __________________________________ 


