
Unit- I  

 

Communication: Its Meaning and Importance 

What is Communication? 

The word ‘communication’ comes from the Latin word ‘communicare’, which means ‘to 

share’. So, communication is a sharing of information. 

This sharing aspect is very important: some people think that communication is just about 

speaking or conveying a message while the other person listens. However, good 

communication is more of a mutual exchange of information, with both sides speaking and 

listening in turn. 

According to McFarland communication is, “a process of meaningful interaction among 

human beings. More specifically, it is the process by which meanings are perceived and 

understandings are reached among human beings.” Newman and summer defined 

communication as “an exchange of facts, ideas, opinions or emotions by two or more 

persons.” 

 

Communication means: 

• conveyance or transmission of information (example: television, radio), 

• sharing and exchange of information (example: business meeting), 

• providing facts to the seeker (example: statistics), 

• to learn about something (example: education), 

• expression of ideas (example: product launch, speech), 

• connecting with others (example: social media). and 

• includes the ways, methods, and technologies involved in the communication 

process. 

Communication can be many types or forms such as verbal communication, non-verbal 

communication, formal communication, non-formal communication, personal 

communication, interpersonal communication, etc. 

Communication can be physical (in what is known as ‘body language’) or written down (for 

instance when we read a letter or see an advert on a billboard). We can communicate via 

images and via the touch of a hand too – silence itself can be a way of communicating how 

we feel. 
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Communication is something that we all do every day, and it benefits us all to brush up on 

our communication skills so that we are the best communicators that we could possibly be. 

Communication is the process of passing information from one person to another. The 

purpose of communication understands of information. Whatever one wants to say to 

someone should be clearly understood by him else the very purpose of the communication 

would be defeated. 

In an organisation communication facilitates the flow of information and understanding 

between different people and departments through different media using all the channels and 

networks. This flow of information is vital for managerial effectiveness and decision making 

in general and for human resource manager in particular as he has to be in contact with the 

managers of various departments, employees and workers and trade union leaders. 

Communication thus helps understand people better removing misunderstanding and creating 

clarity of thoughts and expression. It also educates people. The communication may be 

written or oral, formal, informal, and upward, downward, horizontal, diagonal, interpersonal, 

intrapersonal, interdepartmental, intra-organisational. 

 

The communication brings people together, closer to each other. The communication is an 

important management function closely associated with all other managerial functions. It 

bridges the gap between individuals and groups through flow of information and 

understanding between them. Information is the most vital aspect for communication. It is the 

information which is transmitted, studied, analyzed and interpreted and stored. The manager 

therefore has to spare time to collect, analyze and store the information for decision-making 

and routine day to day business 

The purpose of the communication can be summed up into the following: 

1. Flow of Information: 

The relevant information must flow continuously from top to bottom and vice versa. The staff 

at all levels must be kept informed about the organisational objectives and other 

developments taking place in the organisation. A care should be taken that no one should be 

misinformed. The information should reach the incumbent in the language he or she can 

understand better. The use of difficult words should be avoided. The right information should 

reach the right person, at right time through the right person. 

2. Coordination: 

 

It is through communication the efforts of all the staff working in the organisation can be 

coordinated for the accomplishment of the organisational goals. The coordination of all 

personnel’s and their efforts is the essence of management which can be attained through 

effective communication. 



3. Learning Management Skills: 

The communication facilitates flow of information, ideas, beliefs, perception, advice, 

opinion, orders and instructions etc. both ways which enable the managers and other 

supervisory staff to learn managerial skills through experience of others. The experience of 

the sender of the message gets reflected in it which the person at the receiving end can learn 

by analyzing and understanding it. 

4. Preparing People to Accept Change: 

The proper and effective communication is an important tool in the hands of management of 

any organisation to bring about overall change in the organisational policies, procedures and 

work style and make the staff to accept and respond positively. 

5. Developing Good Human Relations: 

Managers and workers and other staff exchange their ideas, thoughts and perceptions with 

each other through communication. This helps them to understand each other better. They 

realize the difficulties faced by their colleagues at the workplace. This leads to promotion of 

good human relations in the organisation. 

6. Ideas of Subordinates Encouraged: 

The communication facilitates inviting and encouraging the ideas from subordinates on 

certain occasions on any task. This will develop creative thinking. Honoring subordinates’ 

ideas will further motivate them for hard work and a sense of belonging to the organisation 

will be developed. It will provide them with the encouragement to share information with 

their superiors without hesitation. The managers must know the ideas, thoughts, comments, 

reactions and attitudes of their subordinates and subordinates should know the same from the 

lowest level staff of their respective departments. 

 

Why is Communication Important? 

It is very important to have effective communication skills. The importance of 

communication is highlighted below in points. 

1. Resolving disputes. 

If the subject matter is not communicated effectively, then each side would compete and 

strive to win leading to a dispute. Dispute may take various forms such as disagreement, 

debate, argument, controversy, conflict, etc. If neither side feels that they are being 

understood by the other, disputes can build up until they become practically irresolvable. 

Good communication skills ensure that everyone understands what the other person wants, 

and that compromises can be reached. 



2. Knowledge. 

We are able to acquire knowledge, learn new skills, facts and things – thanks to 

communication. An instructor with good communication skills will impart through 

understanding of the theoretical and practical aspects of various subjects to the learner. We 

communicate with others and our teachers, mentors, friends and families communicate with 

us – this is how we get to learn and accumulate knowledge. 

3. Building genuine friends & relationships. 

A good friendship is all about truly getting to know and trust the other person. Being able to 

communicate your feelings, interests and plans is very helpful here. That way, you will be 

able to ask them for support when you are stressed, share your joy with them when something 

good happens, and make plans with them for the future as well. 

How would we build a relationship with someone if we didn’t have the ability to 

communicate our thoughts to them? We build and cultivate relationships with others through 

communication. 

4. Sharing of Emotion and feelings – a sense of belongingness. 

Human beings are fragile and in almost constant need of a friendly listener to our feelings and 

emotional responses such as love, affection, compassion, care, passion, desire, devotion, 

happiness, loneliness, tenderness, etc. If we didn’t have our friends and families to share our 

deepest fears and secrets with, if we didn’t have the ability to communicate, the world would 

be a very different place. 

5. Businesses exists because of communication. 

Business would simply not be possible without communication. If there wasn’t for 

communication, there wouldn’t be a way to share goods and services. No big business deals 

can ever happen, unless the benefits are successfully conveyed. The buyer of a product of 

service conveys his desire to the seller. And, the seller shares the price with the prospective 

buyer, and the deal materializes. Therefore, business itself wouldn’t exist in no way, shape or 

form. 

6. Brand promotion. 

Advertisement is considered an effective mode of communicating to the prospective 

consumer. If you want customers to buy your products, it is essential that you are able to 

communicate your brand message to them. This will result in increased sales. 



7. Persuasion. 

One important aspect of communication is being able to persuade people to do things. 

Whether you want to encourage others to donate to a charity you work for, or simply to 

persuade your kids to do your dishes, good communication skills will really help you here as 

they will enable you to explain to other people what the advantages are of your suggested 

course of action. 

8. It helps us express ourselves in a clear fashion. 

No one would know who we are, what we think or how we fill if we didn’t have the ability to 

communicate. Communication is what helps ups represent who we are to the world. 

9. Pleasurable experience. 

Human beings would have no ability to feel the sensation of please if they weren’t able to 

communicate. We feel pleasure thanks to communication. 

10. Satisfy our needs and Getting a good deal. 

If you can communicate well with your boss, you will have a better chance of promotion. 

Build up a good rapport with a market stall holder and chances are they will put the price 

down for you. Communicating confidently, politely but firmly is also very useful when you 

need to make a complaint about a product or service, or when you need to get your money 

back in the store. 

Further, without the ability to communicate, we wouldn’t be able to satisfy our basic needs 

like water, shelter or food. We would not be able to physically survive without it. 

Conclusion 

Communication is useful in daily life for avoiding conflicts and misunderstandings with our 

family and friends – and for resolving disputes whenever they do arise. Communication is 

also a great way to build loving and trusting relationships with other people in the first place. 

Communication is also very important in the world of business. Whether we are working as 

part of a team to get a project done in the office or simply trying to convey a branded 

message to consumers, we rely on communication! 

What more is there to say in the end? Communication is a vital part of all existing life and the 

fact that we, human beings. have the unique ability to communicate in a highly sophisticated 



way is a true gift that we need to cherish in order to lead productive, happy lives. 

Communicate with the people you love, interact with the world around you and spend some 

time “talking” to your inner self. 

Meaning and Nature of Communication: 

The exchange of information or passing of information, ideas or thought from one person to 

the other or from one end to the other is communication. According to McFarland 

communication is, “a process of meaningful interaction among human beings. More 

specifically, it is the process by which meanings are perceived and understandings are 

reached among human beings.” Newman and summer defined communication as “an 

exchange of facts, ideas, opinions or emotions by two or more persons.” 

 

Communication is the process of passing information from one person to another. The 

purpose of communication understands of information. Whatever one wants to say to 

someone should be clearly understood by him else the very purpose of the communication 

would be defeated. 

In an organisation communication facilitates the flow of information and understanding 

between different people and departments through different media using all the channels and 

networks. This flow of information is vital for managerial effectiveness and decision making 

in general and for human resource manager in particular as he has to be in contact with the 

managers of various departments, employees and workers and trade union leaders. 

Communication thus helps understand people better removing misunderstanding and creating 

clarity of thoughts and expression. It also educates people. The communication may be 

written or oral, formal, informal, and upward, downward, horizontal, diagonal, interpersonal, 

intrapersonal, interdepartmental, intra-organisational. 

 



 

The communication brings people together, closer to each other. The communication is an 

important management function closely associated with all other managerial functions. It 

bridges the gap between individuals and groups through flow of information and 

understanding between them. Information is the most vital aspect for communication. It is the 

information which is transmitted, studied, analyzed and interpreted and stored. The manager 

therefore has to spare time to collect, analyze and store the information for decision-making 

and routine day to day business. 

Purpose of Communication: 

Management is getting the things done through others. The people working in the 

organisation should therefore be informed how to do the work assigned to them in the best 

possible manner. The communication is essential in any organisation. 

The purpose of the communication can be summed up into the following: 

1. Flow of Information: 

The relevant information must flow continuously from top to bottom and vice versa. The staff 

at all levels must be kept informed about the organisational objectives and other 

developments taking place in the organisation. A care should be taken that no one should be 

misinformed. The information should reach the incumbent in the language he or she can 

understand better. The use of difficult words should be avoided. The right information should 

reach the right person, at right time through the right person. 

2. Coordination: 

ADVERTISEMENTS: 

It is through communication the efforts of all the staff working in the organisation can be 

coordinated for the accomplishment of the organisational goals. The coordination of all 

personnel’s and their efforts is the essence of management which can be attained through 

effective communication. 



3. Learning Management Skills: 

The communication facilitates flow of information, ideas, beliefs, perception, advice, 

opinion, orders and instructions etc. both ways which enable the managers and other 

supervisory staff to learn managerial skills through experience of others. The experience of 

the sender of the message gets reflected in it which the person at the receiving end can learn 

by analyzing and understanding it. 

4. Preparing People to Accept Change: 

The proper and effective communication is an important tool in the hands of management of 

any organisation to bring about overall change in the organisational policies, procedures and 

work style and make the staff to accept and respond positively. 

5. Developing Good Human Relations: 

Managers and workers and other staff exchange their ideas, thoughts and perceptions with 

each other through communication. This helps them to understand each other better. They 

realize the difficulties faced by their colleagues at the workplace. This leads to promotion of 

good human relations in the organisation. 

6. Ideas of Subordinates Encouraged: 

ADVERTISEMENTS: 

The communication facilitates inviting and encouraging the ideas from subordinates on 

certain occasions on any task. This will develop creative thinking. Honoring subordinates’ 

ideas will further motivate them for hard work and a sense of belonging to the organisation 

will be developed. It will provide them with the encouragement to share information with 

their superiors without hesitation. The managers must know the ideas, thoughts, comments, 

reactions and attitudes of their subordinates and subordinates should know the same from the 

lowest level staff of their respective departments. 

Importance of Communication: 

Effective communication is vital for efficient management and to improve industrial 

relations. In modern world the growth of telecommunication, information technology and the 



growing competition and complexity in production have increased importance of 

communication in organisations large and small irrespective of their type and kind. A 

corporate executive must be in a position to communicate effectively with his superiors, 

colleagues in other departments and subordinates. This will make him perform well and 

enable him to give his hundred percent to the organisation. 

The following points can illustrate the importance of communication in human resource 

management: 

1. Base for Action: 

Communication acts as a base for any action. Starting of any activity begins with 

communication which brings information necessary to begin with. 

2. Planning Becomes Easy: 

ADVERTISEMENTS: 

Communication facilitates planning. Planning is made easy by communication. Any type of 

information regarding the human resource requirement of each department of the 

organisation with their qualifications, the type and kinds of job etc. can be collected through 

communication which helps in human resource planning. Policies and programmes for their 

acquisition can be prepared and implemented. In the entire process communication plays a 

vital role, it also facilitates managerial planning of the organisation. 

3. Means of Coordination: 

Communication is an important tool for coordinating the efforts of various people at work in 

the organisation. 

4. Aids in Decision-Making: 

The information collected through communication aids in decision-making. Communication 

facilitates access to the vital information required to take decisions. 

5. Provides Effective Leadership: 



A communication skill bring manager near to his subordinates and exchange ideas and 

submits appropriate proposals, knows their opinions, seeks advices and make decisions. This 

enables a manager to win confidence of his subordinates through constantly communicating 

with them and removing probable misunderstandings. In this way he leads his people to 

accomplish the organisational goal. 

6. Boosts Morale and Motivation: 

An effective communication system instills confidence among subordinates and workers 

ensuring change in their attitude and behaviour. The main cause of conflict and 

dissatisfaction is misunderstanding which can be removed through communication skills. The 

removal of misunderstanding makes manager and his subordinates understand each other and 

create good industrial relations. This boosts up the morale of the people and motivates them 

to work harder. 

Principles of Communication: 

Lack of effective communication renders an organisation handicapped. So to have effective 

communication certain principles are to be followed. 

They are as follows: 

1. Clarity: 

The principle of clarity means the communicator should use such a language which is easy to 

understand. The message must be understood by the receiver. The words used should be 

simple and unambiguous. The language should not create any confusion or misunderstanding. 

Language is the medium of communication; hence it should be clear and understandable. 

2. Adequacy and Consistency: 

The communicator must carefully take into account that the information to be communicated 

should be complete and adequate in all respect. Inadequate and incomplete message creates 

confusion and delays the action to be taken. The adequate information must be consistent 

with the organizational objectives, plans, policies and procedures. The message which is 

inconsistent may play havoc and distort the corporate interests. 



3. Integration: 

The principle of integration portrays that through communication the efforts of human 

resources of the organisation should be integrated towards achievement of corporate 

objectives. The very aim of communication is to achieve the set target. The communication 

should aim at coordinating the activities of the people at work to attain the corporate goals. 

4. Economy: 

The unnecessary use of communication system will add to cost. The system of 

communication must be used efficiently, timely i.e. at the appropriate time and when it is 

necessary. The economy in use of communication system can be achieved in this way. 

5. Feedback: 

The purpose of communication will be defeated if feedback is not taken from the receiver. 

The confirmation of the receipt of the message in its right perspective from its receiver 

fulfills the object of communication. The feedback is essential only in case of written 

communication and messages sent through messengers. In case of oral type of 

communication the feedback is immediately known. 

6. Need for Communication Network: 

The route through which the communication passes from sender or communicator to its 

receiver or communicate refers to communication network. For effective communication this 

network is essential. The managerial effectiveness will also depend upon the availability of 

adequate network. 

7. Attention: 

The message communicated must draw the attention of the receiver staff and ensure action 

from him in the right perspective. The efficient, sincere and prompt manager succeeds in 

drawing the attention of his subordinates to what he is conveying. 

 



It is the psychology of the people that they watch their superiors closely and then respond to 

their orders or instructions. Lazy and insincere superiors fail to garner support for themselves 

and their instructions usually are not taken seriously by their subordinates. Adhering to the 

above principles shall make communication effective, minimize the human relations 

problems and increase the overall efficiency. 

Concept of organizational information flow 

Information flow management is a control and coordination of valued information about 

business process, operations, tasks and projects aimed to streamline work and information 

flow, better coordinate business and improvement activities, consolidate the outcomes of 

previous projects, improve communications and information interchange between employees, 

and secure communication channels. Information flow management effectively involves your 

employees in enhancing task performance and improving project results. Information flow 

management assumes a real time communication channel which provides employees with 

tools and methods of active interaction and collaboration. 

There are several major principles which are the foundation of effective information flow 

management. These principles are listed below: 

• Corporate importance. The company management and staff clearly recognize that 

information is a strategic resource. It should be managed appropriately, and identified 

as an integral part of strategic and project planning. 

• Information sources. The key source for any item of the information within a project 

should be identifiable and accessible. Each key source of the information should have 

an identified supervisor and an identified set of maintenance responsibilities. 

• Availability. Information should be available to appropriate employees according to 

their role, permission and responsibilities in the project. 

• Productivity and efficiency. Information flow should be managed in that way which 

contributes to the productivity and efficiency of participant of the project. 

• Statutory requirements. The way information flow should be managed is determined 

by project rules and standards. Information must be managed according to the 

administrative and statutory requirements. 



• Reliable information and systems. Management of the project should provide 

information only as relevant, accurate, trustworthy and timely. 

• Staff development. Staff should continuously improve their skills and talents in working 

with correct and full information. The company management provides an adequate and 

ongoing training programme to enable staff to effectively manage and define 

information resources. 

Any business employing more than a few people needs to organize itself into a 

structure that defines how information travels within the company, and how workers 

in different roles and at different levels of responsibility relate to each other. 

Organizational structures increase efficiency by ensuring that all employees know to 

whom they report and from whom they take direction regarding their work activities. 

The two most common types of organizational structure are known as functional and 

divisional. Structure Definitions 

A functional organizational structure organizes the chain of authority by occupational 

function. For example, the administrative functions may be grouped together, delineating 

them from other functions such as sales and production. These broad areas may be further 

subdivided, as when administration is divided into human resources and accounting units. 

Employees within each functional unit may have similar titles, backgrounds and job 

descriptions, although they may assume different levels of responsibility and supervision 

within their units. 

Divisional organizational structures divide the corporation into units based on factors such 

as geography or product line. For example, a car manufacturer may have a separate division 

for each class of vehicle it produces. A national retail chain might have a division for each 

state or region where it has sales outlets. Each division behaves like its own company, with 

its own top-level management and its own subdivided units. 

Applications in Business 

Functional structure is the most common type of organizational structure, especially among 

small to medium-sized companies. This structure is centralized and hierarchical, so 

information and lines of responsibility flow from top management down through the heads 

of the various specialized departments and to the employees who carry out the work of each 

functional unit. It is especially useful and efficient for companies that focus on one product 

type or one line of related products. 



Divisional structures are most frequently seen among large corporations that operate with 

multiple product lines and objectives. One example is General Electric, which has 

numerous divisions – including energy, residential and commercial products, aviation, 

healthcare and transportation – as well as top-level divisions for administration, research 

and development. The product divisions operate autonomously while still reporting to the 

company CEO and coordinating with the top-level development divisions. 

 

Information or communication flow within an organization refers to the movement of 

instructions and communications within an organization. There can be several directions in 

which it takes place within an organization such as downward, upward, horizontal, diagonal 

and external. The direction of information within an organization depends on the size, 

structure and the nature of the business. In the case of most of the traditional organizations, 

the flow of information occurs in a vertical motion that is in a downward and upward 

direction. In such situations, the managers give instructions to the subordinates and hence the 

flow of information travels from an upward to a downward direction. 

Then, the flow of information also takes place when the communication occurs from the 

subordinates to the employees in the managerial positions that lead to a flow of information 

in an upward direction. In the case of non-traditional or informal business organizations, like 

technology start-ups, the flow of information happens mainly in the horizontal and diagonal 

directions. It can be said that this form of information happens in the case of organizations 

with a flat hierarchy and there is the need for some form of collaboration. 

Apart from these information flow, there are some unofficial communications in several 

organizations like those that occur in the case of company grapevines and this type of 

information might take place in the case of both formal and informal organizations. The 

success of an organization depends on the effective communication flow or information that 

happens between the internal stakeholders as also between the internal and the external 

stakeholders of the organization. Therefore, there should be effective communication 

strategies in place for a business to succeed in terms of growth, profitability, and 

sustainability. Our experts from Assignment Writing Service will now make you understand 

the types of Information Flow. 
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Types of Information Flow 

Types of information flow 



Information flow within an organization is extremely important in determining the success or 

failure of the business in the long run. For example, it is essential for any type of business 

organization to be able to share information with all the employees effectively by the 

management. When the management takes an important decision then it should be 

communicated to all the staffs that are within the organizational hierarchy. 

This flow of information happens in a vertical direction at the time when the management 

personnel gives some instructions that flow from an upward to a downward direction. The 

information must effectively flow from the management personnel to the senior managers, 

middle-level managers, lower-level managers, senior executives and executives that are in the 

lowest position of the organizational hierarchy. Then there can be a flow of information in 

horizontal direction also in the case of communication between peers in an organization or in 

the case of organizations that do not have the traditional hierarchical organizational structure. 

Organizations with matrix organizational structure can depict signs of the flow of information 

in a horizontal direction because there can be various departments that are at the same level 

of the organizational hierarchy. Therefore, it is evident that for the success of a business 

organization, irrespective of its size and organizational structure it is highly desirable that the 

organization is able to demonstrate the effective flow of information within the business 

premises and also with the external stakeholders of the business. This will ensure long-term 

growth, profitability, and sustainability of the business. So, it can be said that out of the 

various business strategies, the strategies for organizational communication are highly 

important for ensuring the success of the business establishment in the long run. 

Downward information flow 

This form of information flow takes place when the person in top management and leadership 

positions share instructions with employees working in the lower levels of the organization. 

Unless there is any request, the top-level management personnel do not expect to get a 

response from the lower level personnel because they expect that the message that has been 

shared from the top management will be observed diligently without any question. For 

example, when the CEO of a company is changed and some new CEO is appointed in the 

business then there is a downward flow of information within the organization. 



Furthermore, in the case of a merger with a competitor, the management undertakes 

downward communication strategies where there will be a flow of information from the top 

to the bottom. Apart from all these situations, other scenarios where downward 

communication takes place are communications that are undertaken through videos, podcasts, 

blogs, and speeches within the organization. Another relevant example of downward 

communication is when the departmental managers or the line managers in an organization 

gives the daily directives to their subordinates regarding their daily professional activities and 

targets that they ought to achieve. Interestingly, the downward flow of information can also 

be in the form of company handbooks or instruction manuals that are also shared within an 

organization on various occasions. 

Hence, it is evident that one of the major advantages of downward information flow is that it 

enables the organization in sharing information that updates the employees about the major 

organizational changes, and new strategic objectives and goals and it also helps in offering 

performance feedback within the organization. There are some other key areas where 

downward information flow takes place such as undertaking coordination, discuss an official 

policy such as public relations and messages that are directed towards enhancing the morale 

of the workers and consumer relations. 

Upward information flow 

In this type of information flow, the communication of information flows from the downward 

to the upward direction such as from the lower-level employees to the higher-level 

employees. This form of communication is also known as vertical communication. We can 

say that in modern organizations, vertical flow of information is a very common incident to 

happen. For example, there is upward communication in an organization at the time when the 

workers report their day’s works to their supervisors or during the times when the team 

leaders report the day’s proceedings to their departmental managers. 

Upward information flow happens in an organization when communication takes place in an 

organization encompassing sharing of progress reports, sharing estimates of budget, 

communicating problems and grievances, communication improvement suggestions or 

communicating project proposals. On many occasions within an organization, a downward 

communication stimulates an upward response. For example, when a manager seeks a 



recommendation from the subordinate or inquires about the probable time when a project will 

be completed. Today, many of the organizations encourage prompt upward information flow 

through instant feedback from the subordinates without even asking for such feedback from 

the juniors. 

There are many organizations that even offer prizes and rewards to employees for their 

prompt feedback to the superiors through creative solutions. However, the employees need to 

feel absolutely confident on the management before taking part in such upward 

communication in terms of the event that their contributions will be duly recognized and 

there will not be any effort to undermine their efforts. In this context, it is worth discussing 

that there are ‘whistleblowers’ in many organizations that have been installed for reporting 

any unethical behaviour by any employee to the top-level management. This also is a form of 

upward communication. 

Horizontal information flow 

The horizontal flow of information happens within an organization when there is an exchange 

of information across various departments of the business that exist at the same level. This is 

also known as peer-to-peer communication. One of the major objectives of horizontal 

communication is to ask for support or achieve coordination in several activities. Employees 

functioning at same levels within an organization have the opportunity to work together and 

try to solve various problems and achieve the organizational objectives. Here, the working of 

the employees occur in an informal approach and also as and when required. 

For instance, the production manager can communicate with the purchase manager for the 

purpose of dealing with shipment issues of products within a company. Again, the finance 

manager of a company can coordinate with the inventory manager for achieving successful 

strategic planning on behalf of the company. Another example of horizontal information flow 

can be the process of interaction between two employees that report to the same manager. 

However, there are some challenges in horizontal information flow within an organization. 

For instance, if one of the managers at the same level of the organization is unwilling to 

cooperate and share information with the other manager then that will lead to communication 

gaps and naturally, the productivity of the organization will suffer. Often, managers can 



demonstrate communal behaviour or territorial behaviour while interacting with another 

manager who belongs to a different background. This will lead to a manager at the next 

higher level intervening into the issue and undertaking downward communication to solve the 

problem. 

Diagonal information flow 

Diagonal communication or information flow within an organization takes places when there 

is a cross-functional communication between staffs working at different organizational levels. 

For instance, when the VP of Sales Department shares an email with the VP of 

Manufacturing Department seeking information regarding the availability of a product for 

shipping then it is an example of horizontal information flow. However, when an email is 

forwarded by a sales executive to the VP of Marketing then there is an instance of diagonal 

communication within the organization. During the times when there is a flow of 

communication from one department to another, the manager of the department that is 

sending the message should be kept in the loop. 

In this context, we can say that a manager might find himself or herself in an extremely 

unsolicited position if he or she is not aware of all the proceedings that have been happening 

within the department. This can lead to a devastating situation where there will be a lack of 

trust between the employees and there might be a significant influence on the careers of the 

employees if the communication protocols are not successfully observed. It is interesting to 

learn that today, the diagonal flow of information has been gaining increasing popularity 

within the organizations that have matrix organizational structures or much flattened or 

product-based organizational structures. 

There are several benefits to the diagonal information flow such as it helps in developing 

warm and hospitable relationships between the lower-level and the senior-level employees 

across diverse departments of the organization. An informal flow of information within the 

business is highly encouraging and it reduces the possibility of the message being tampered 

with by passing through additional filters. Finally, diagonal communication flow reduces the 

workloads of the managers at different senior-level positions within the business. 



Lateral communication is "the exchange, imparting or sharing of information, ideas or 

feelings between people within a community, peer groups, departments or units of an 

organization who are at or about the same hierarchical level as each other for the purpose of 

coordinating activities, efforts or fulfilling a common purpose or goal". Communities 

communicate and store collective knowledge through lateral communication and is an 

essential ingredient in making hierarchies work, by compensating for errors in vertical 

information flows. 

In an organization, lateral communication is communication between different 

individuals/departments at the same organizational level.[4][5] 

The term lateral communication can be used interchangeably with horizontal communication. 

In his text entitled Organizational Communication, Michael J. Papa defines horizontal 

communication as "the flow of messages across functional areas at a given level of an 

organization". People at the same level "communicate directly without going through several 

levels of organization". Given this elasticity, members of an organization have an easier time 

with "problem-solving, information sharing across different work groups, and task 

coordination between departments or project teams". The use of lateral or horizontal 

communication in the workplace "can also enhance morale and afford a means of resolving 

conflicts 

Multi-dimensional communication strategy’ is a comprehensive communications strategy 

that targets multiple, relevant audiences through a variety of modes, platforms, and media 

content. As your Communications team knows, a solid communications strategy is vital to 

the success of an organization; it can help increase employee morale, ensure a consistent 

brand and image, and help achieve company goals more efficiently. Here are four key 

components to ensure your multi-dimensional communication strategy has a big impact. 1. 

Target Your Audience2. Expand Your Platforms3. Create Compelling Content4. Evaluate 

Your Progress 

External information flow 

The external flow of information or external communication is the process in which flow of 

information occurs between a manager and an external group such as the various financial 

institutions such as banks, financial organizations or with the vendors and suppliers of the 

business. For example, for the purpose of raising capital for business, the Managing Director 

https://en.wikipedia.org/wiki/Communication
https://en.wikipedia.org/wiki/Lateral_communication#cite_note-Management-4
https://en.wikipedia.org/wiki/Lateral_communication#cite_note-Membrane-5


of a company might need to communicate with the Bank Manager which is a form of external 

communication or external flow of information. 

A business establishment has to interact with several external stakeholders for the purpose of 

ensuring that the daily functions and processes of the business are being undertaken 

effectively and at par with the set goals and objectives of the business. The better the 

communication process between the organization and the several external stakeholders, the 

better are the chances of the organization to gain competitive advantage within the industry. 

Therefore, it is undeniable that the long-term success of a business depends not only on the 

effectiveness of internal information flow but also on the external information flow. A 

business needs to have proper communication with the external stakeholders to achieve long-

term growth, profitability, and sustainability.  Now instant assignment help will tell you about 

the success factors for efficient information flow. 

Critical success factors for efficient information flow 

For ensuring effective flow of information within an organization it is extremely essential for 

the business to achieve the following critical success factors in the communication strategies: 

• The communication process model should be observed diligently by all the stakeholders 

engaged in the communication process. These stages consist of: The sender developing an 

idea, the sender formulating the message, the sender choosing a medium of communication, 

the sender transmitting the message effectively across the chosen medium to the intended 

recipient, the recipient receiving the message and decoding it effectively, and finally, the 

recipient offering feedback to the sender such that the communication loop is completed. 

• The sender of the message should be an active listener also. This is because without being an 

active listener the sender will not be able to formulate the message effectively that satisfies 

the recipient. It is essential to acknowledge the ideas and thoughts of the recipient and then 

develop the message accordingly that remains sensitive to the recipient and addresses the 

concerns. 

• Any barrier to communication should be effectively overcome in order to ensure that the 

communication process has been able to achieve the desired objectives effectively. There 
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needs to be a cooperative tone in the message and the sender should empathize with the 

recipient of the message. 

• There needs to be continuous learning in the domain of how to observe effective 

communication procedures with various stakeholders. So, it is extremely important to learn 

from the previous mistakes and ensure that those will not be repeated in the future such that 

the future communication processes are even more effective. 

 

 

 

 



Unit- II 

Aural communication involves the transmission of information through the auditory sensory 

system—the system of speaking and hearing. It usually encompasses both verbal 

communication and paralinguistic communication to convey meaning. Aural communication 

can be used to transmit information independently or in combination with visual 

communication. When conducting surveys, the mode of data collection determines whether 

information can be transmitted aurally, visually, or both. Whether survey information is 

transmitted aurally or visually influences how respondents first perceive and then cognitively 

process information to provide their responses. 

Aural communication relies heavily on verbal language when information is transmitted 

through spoken words. Additionally, paralinguistic or paraverbal communication, in which 

information is conveyed through the speaker's voice, is also an important part of aural 

communication. 

Five Telephone Communication Skills Tips 

for Customer Service 

See also: Customer Service Skills 

Talking with a customer on the phone can often be a difficult task.  Without seeing an 

individual’s face, messages can become muddled and meanings misinterpreted. 

To improve your telephone communication skills, be sure to master the following tips: 

1. Adopt a Positive Tone 

Projecting an enthusiastic, natural, and attentive tone while on the phone can help a 

customer feel comfortable during a conversation. 

When you answer the phone, smile as you greet the person on the other line.  Although it may 

be a bit of a cliché, a smile can truly be heard through the telephone. Smiling as soon as you 

connect with the customer will begin the interaction positively and create room for a 

productive and friendly exchange. 

https://www.skillsyouneed.com/ips/customer-service.html


Also, be aware of your vocal qualities throughout the call.  Control your rate of speech, your 

pitch, and your overall timbre.  The average individual speaks at a pace of 130 to 150 words 

per minute.  Match this rate while on the phone.  

Anything faster will be difficult for the customer to understand while anything slower will 

give the impression that you are slow and lazy. 

Try timing yourself in order to ensure that the rate at which you’re speaking falls into the 130 

to 150 words per minute range. Keep the pitch of your voice in mind while you’re on the 

phone as well. 

A high pitch connotes youth and often fails to suggest an authoritative image.  Meanwhile, a 

low pitch can sound harsh, especially over the phone.  Find a middle ground, and always vary 

your inflection in order to make yourself sound natural and interested. A monotone sounds 

boring and unenthusiastic. 

Controlling these factors and smiling will ensure a positive tone on the telephone and will 

greatly improve your customer service skills. 

See our pages on and Conversational Skills and Charisma for more information. 

 

2. Clear Enunciation 

The ability to understand what someone is saying on the phone separates a productive 

conversation from one filled with tension. 

Whenever you are on the telephone, speak clearly.  Enunciate and use simple words and 

phrases.  Don’t use overly complex vocabulary or jargon.  

The last thing you want to do is confuse the customer on the line or make them feel 

inferior.  Also, avoid slang and filler words.  Saying things like “dude,” “yeah,” and “um” 

will detract from the quality of the interaction, making constructive problem solving harder to 

attain.  If you have a tendency to use filler words such as “um” or “like.” practice taking a 

pause instead. 
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Chewing gum or eating during a conversation can also lead to mumbled speech so avoid both 

of these practices in order to optimize your customer service. 

See our page: Effective Speaking for more on how to use your voice effectively. 

 

3. Be Sincere 

Starting with the greeting, conversations over the phone must be sincere.  Say hello and 

be genuine.  Try to avoid scripted greetings as most sound artificial and inauthentic.  

Include the company’s name, your name, and offer your assistance as soon as you answer the 

phone.  If you’re receiving a transferred call or if you’re working on the switchboard, state 

the name of the department you are a part of in order to give the client the appropriate 

information.  Doing this will ease the customer into the exchange and let them know that you 

are calm and ready to help.  

Once you’re in the middle of the conversation, give the person on the other end of the line 

genuine answers.  Be sure to word these in a positive manner, as you don’t want to inject any 

negativity into the exchange.  

Avoid phrases such as “I don’t know,” “I can’t do that,” or “Just a second.”  Specify how 

long completing a task will take, and state what you can do rather than what you cannot. 

Answering a customer’s questions with sincerity and positivity will not only satisfy them 

by the end of the conversation but will also help calm an angry caller. 

 

4. Use Their Name 

As soon as you receive a customer’s name, use it.  

Write down the individual’s initials in order to 'monogram' the call.  This will help you 

remember the client’s name and will personalize the call for you.  

While you should use the customer’s name, don’t abuse it. 

https://www.skillsyouneed.com/ips/effective-speaking.html


 

Include it naturally throughout the conversation.  Also, don’t be afraid to ask them for the 

proper pronunciation.  Most customers will appreciate this gesture.  Get the spelling correct, 

too.  

Callers will value the personal touch you provide with a name. 

 

5. Leave the Customer Satisfied 

As with most things, finishing a conversation on the right note can create lasting 

positivity and a satisfied customer. 

In order to achieve a great ending to a telephone call, make sure that the caller understands 

the information you passed along before you hang up.  Ask the customer, “Is there anything 

else I can help you with?”  Answer any final questions he or she may have to ensure complete 

comprehension and satisfaction.  Also, provide any information that the customer might need 

in the future.  If he or she needs to call back, share optimal contact times and whom he or she 

should call.  

Once all of the necessary information has been shared, finish the call in a friendly 

manner.  Say, “Have a nice day” or, “It was nice talking with you”.  This will let the customer 

know that you happily helped them and that you would be willing to aid them again in the 

future.  

Finishing a conversation in a positive manner can transform what may have started as 

an angry phone call to a pleasant experience for the customer. 

 

Conversation to change the date for an appointment: 

1.   

A: I have a doctor's appointment scheduled with Dr. Smith, and I need to change it. 

 



B: What day did you have it scheduled for? 

 

A: My appointment was on Tuesday. 

 

B: What time was it scheduled for? 

 

A: It was for two o'clock in the afternoon. 

 

B: I see your appointment. What day would you like to switch to? 

 

A: I would like to switch it to next Friday. 

 

B: What time would you like? 

 

A: I would like to come in at 10:00 in the morning. 

 

B: Fine, I will pencil that in right now. We will see you then. 

 

 

2.  Repeat 

 

 

 

A: I scheduled an appointment with Dr. Smith, and I can't make it on that day. 

 

B: What day was your appointment on? 

 

A: My appointment was on Monday. 

 

B: What time had you chosen? 

 

A: It was for 10:00 in the morning. 

 



B: I am looking at your appointment right now. What day would you prefer? 

 

A: I would prefer next Thursday. 

 

B: What time would be best for you? 

 

A: I want to come in at 2:00 in the afternoon. 

 

B: I am writing you down for that time. We look forward to seeing you. 

 

 

3.  Repeat 

 

 

 

A: Good morning, I made an appointment with Dr. Smith, but I have to change it. 

 

B: When you made your appointment, what day did you choose? 

 

A: My appointment was on Wednesday. 

 

B: At what time was that appointment? 

 

A: It was for 4:00 in the afternoon. 

 

B: I can see the appointment that you had. What day do you need to change to? 

 

A: I want to change to next Tuesday. 

 

B: What time would you prefer? 

 

A: I would prefer three o'clock in the afternoon. 



 

B: I will put you down for that time. Thank you for calling to reschedule. 

 

 

Oral Communication: Advantages and Disadvantages of Oral Communication 

In this article, we are going to take a look at some 3 major things: What oral communication 

is, the advantages of oral communication and the disadvantages of oral communication. 

What is oral communication? The term oral communication simply refers to the type of 

communication that is done orally. It is the transfer of information verbally or by word of 

mouth. Some common examples of oral communication include the following: meetings, 

telephone calls, lectures, oral presentations, interviews, oral briefing, public address, 

discussions, etc. 

Oral communication ranks amongst the most common forms of communication that we have. 

The advantages of oral communication 

There are many advantages that come along with oral communication. Below are some of the 

most common advantages associated with this form of communication: 

• Oral communication makes way for instant feedback, unlike some other forms of 

communications which do not provide this. The instant feedback associated with 

oral communication allows for decisions to made very quickly without any delays. 

• Oral communication is one of the most effective means of communication. 

• Oral communication is very easy and simple. Also it avoids time wasting. 

• Another great advantage of the oral communication is the fact that it is very good 

when it comes to the transmission of very private and confidential information. 

One can rely on oral communication safely transfer certain confidential 

information. 

• Oral communication can be a relatively cheaper means of communication than 

other means of communication since it can be achieved without the need of 



travelling to communicate with people outside the organization. A mere telephone 

call can be used instead of travelling. 

• Oral communication is particularly good when one wants to persuade or motivate 

people into doing something. 

• Oral communication can be quite flexible in the sense that one can easily identify 

his or her mistakes and correct them. 

The above are some of the advantages of oral communication; let us now turn our attention to 

the disadvantages. 

The disadvantages of oral communication 

Just like everything in this world that has an advantage must also have a disadvantage, oral 

communication also has some disadvantages. They are as follows: 

• Unlike other means of communication, oral communication leaves behind no 

permanent record, which could later pose problems in the future. 

• Things such as background noise could interfere during the transmission of 

information and render the information ineffective. 

• Another disadvantage of the oral communication is the fact that if the speaker is 

not a good speaker then an effective transmission of information might not take 

place. A speaker that is not good would speak with little or no confidence and be 

unable to provide clear and concise speech. 

• The last but not least problem with oral communication is the fact that the receiver 

might misunderstand the information being transmitted. 

Now that you have seen the advantages and disadvantages of the oral communication, take 

some time to read the column on the advantages and disadvantages of written communication 

entitled, ‘Written Communication: Advantages and Disadvantages of Written 

Communication’ 

Oral Communication - Meaning, Advantages and Limitations 

Oral communication implies communication through mouth. It includes individuals 

conversing with each other, be it direct conversation or telephonic conversation. Speeches, 
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presentations, discussions are all forms of oral communication. Oral communication is 

generally recommended when the communication matter is of temporary kind or where a 

direct interaction is required. Face to face communication (meetings, lectures, conferences, 

interviews, etc.) is significant so as to build a rapport and trust. 

Advantages of Oral Communication 

• There is high level of understanding and transparency in oral communication as it is 

interpersonal. 

• There is no element of rigidity in oral communication. There is flexibility for 

allowing changes in the decisions previously taken. 

• The feedback is spontaneous in case of oral communication. Thus, decisions can be 

made quickly without any delay. 

• Oral communication is not only time saving, but it also saves upon money and 

efforts. 

• Oral communication is best in case of problem resolution. The conflicts, disputes and 

many issues/differences can be put to an end by talking them over. 

• Oral communication is an essential for teamwork and group energy. 

• Oral communication promotes a receptive and encouraging morale among 

organizational employees. 

• Oral communication can be best used to transfer private and confidential 

information/matter. 

•  

Disadvantages/Limitations of Oral Communication 

• Relying only on oral communication may not be sufficient as business 

communication is formal and very organized. 

• Oral communication is less authentic than written communication as they are informal 

and not as organized as written communication. 

• Oral communication is time-saving as far as daily interactions are concerned, but in 

case of meetings, long speeches consume lot of time and are unproductive at times. 

• Oral communications are not easy to maintain and thus they are unsteady. 

• There may be misunderstandings as the information is not complete and may lack 

essentials. 

• It requires attentiveness and great receptivity on part of the receivers/audience. 



• Oral communication (such as speeches) is not frequently used as legal records except 

in investigation work. 

6 Advantages and Disadvantages of Auditory Learning 

Aug 10, 2016 by Editor in Chief 

People have different ways in taking in information and assimilating it and can be narrowed 

down into four styles: read/write, kinesthetic, visual and auditory. In this particular 

discussion, we will talk about the last one. The auditory learning style is the kind of learning 

in which a learner absorbs information much better by way of hearing. With this technique, 

an individual is more comfortable with listening to audio books and materials as well as 

listening in discussions. In the classroom, a student prefers listening attentively to the 

instructor over taking down notes. 

While there are benefits offered by this learning style, there is also negative feedback 

attributed to it. Here are some of the pros and cons associated with this: 

List of Advantages of Auditory Learning 

1. Allows for Multi-tasking 

Proponents of this learning style claim that learning by ear allows an individual to be 

versatile when it comes to accomplishing several tasks. This is because by merely listening to 

audio recordings, one can process information without having to use the eyes or hands. That 

said, a person can do other things while studying. These can be driving, cooking, painting and 

cleaning, among others. This makes this learning style effective for people who have to 

engage in other activities during the process. Consequently, more things will be done in a 

little time. 

2. Increased Retention 

People who advocate for auditory learning posit that a good listener has the ability to process 

information through hearing information and eventually retains it. By playing audio 

recordings repeatedly wherever the location may be, there is an increased possibility of 

improved retention in the memory bank. 

3. Availability 

Another advantage of learning through listening is that there are many sources available in 
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the market and over the internet. With the advent of technology, people today have more 

means to get information from podcasts and other audio materials. 

List of Disadvantages of Auditory Learning 

1. Prone to Distractions 

Critics of auditory learning argue that this technique also comes with distractions that can 

impact the learning process. Say, in a classroom setting. If a student is more comfortable with 

hearing information, the classroom environment can be distracting since there are other 

students in the area. Also, if the teacher uses visuals and videos to teach, it will be difficult to 

take in information. 

2. Limited 

Despite the availability of audio materials found in the internet, opponents of auditory 

learning say that the learning environment differ especially in classrooms. If the teacher 

provides reading materials in learning instead of listening aids, it will be difficult for the 

student to learn without reading the material out loud. Moreover, it is also limited in terms of 

the learning environment since a café or a noisy environment is not an ideal place to be at for 

an auditory learner. 

3. Can Disrupt Other Learners 

Since hearing information is the best way for an auditory learner to absorb information, a 

student in a classroom needs to whisper or read review materials out loud. This might not be 

advisable if other students are present and reviewing at the same time since the person who 

learns by listening can disturb other students. 

Auditory learning might be effective for other people but not for some. For a learner who 

learns better by listening, it is important to know when and where to study to avoid 

distractions and concentrate more on what information needs to be processed. 

 



Effective Business Writing: Top Principles and 

Techniques 
MARCH 5, 2014 -  

“My success was not just because of hard work.” 

Porter Gale, author of Your Network is Your Net Worth, in a Forbes interview, revealed that 

much of her success can be attributed to relationships she made throughout the years. She 

stressed that one’s “net worth” is not anchored on the size of one’s portfolio or network but 

on the quality of affairs and on one’s “ability to define and stay true to your passions and 

values and that working with other people who share them will allow you to build a strong 

and enduring interpersonal safety net that will carry you through any financial calamity to 

greater output and personal fulfillment.” 

 

Indeed, communication is the soul of any business. 

It serves as both the content and channel for one’s decisions, ideas, tasks, solutions, plans, 

and need to belong and solidify your sense of culture and self. In fact, a Towers 

Watson study attests that companies that communicate with courage, innovation, and 

discipline are more effective at engaging employees and producing ideal business outcomes. 

One type of communication that is used almost everyday in the corporate world is business 

writing: from emails, memos, new policies and instructions to huge client presentations, 

research and development, and marketing campaigns. Even profit-making and nonprofit 

organizations in the field of aeronautics, according to a survey by the National Aeronautics 

and Space Administration (NASA), are into communication the whole time. It says 

respondents use: 

• more than one third of their work time conveying information to others 
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• another one third working with technical information sent to them by others 

Fundamentally, poor business writing is costly and leads to disastrous events. A Los Angeles 

Business journal article explained that billions of dollars are lost due to insufficient writing 

skills among business people. It happens, for example, when a customer does not understand 

the email, marketing tool, or proposal by a company because of wrong grammar or awkward 

style and tone. The article adds that customers encountering poorly written materials might 

form an undesirable impression of how a company runs its business. 

This post is a part of a series of guides on business writing. Today, we will tackle: 

• Definition of Business Writing 

• Advantages and Disadvantages of Written Communication 

• Elements to Consider Before Writing A Business Document 

• Grammar and Language in Business Writing 

• Different Types of Business Communication 

What is Business Writing? 

 

Business Writing is a type of written communication, usually with standard structure and 

style. According to the Capella University, it addresses the needs of specific audiences and 

has prose and lists for a particular topic that concerns business. 

Advantages and Disadvantages of Written Communication 

The Inc. Magazine website details what makes written communication work … and worse: 

Pros 

1. Written messages do not have to be delivered on the spur of the moment; they can be 

edited and revised several times before they are sent so that the content can be shaped 

to maximum effect 

2. Written communication provides a permanent record of the messages and can be saved 

for later study 
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3. Written forms of communication also enable recipients to take more time in reviewing 

the message and providing appropriate feedback 

4. Written forms of communication are often considered more appropriate for complex 

business messages that include important facts and figures 

5. Good writing skills often lead to increased customer/client satisfaction; improved inter-

organizational efficiency; and enhanced image in the community and industry 

Cons 

1. The sender of written communication does not generally receive immediate feedback 

to his or her message; this can be a source of frustration and uncertainty in business 

situations in which a swift response is desired 

2. Written messages often take more time to compose, both because of their information-

packed nature and the difficulty that many individuals have in composing such 

correspondence 

To prevent such disadvantages, there are principles and techniques that people can apply. 

Elements to Consider Before Writing A Business Document 

1) The Purpose. This will serve as the direction, the reference, and the path of your details. 

This will set the tone, the style, and structure of your letter. This is your message and your 

goal. Defining your purpose will set things right at the very beginning. For example, if your 

purpose is to excite and invite the employees to join the annual talent contest of the company 

as a team-building effort, you cannot bore them with long paragraphs explaining how the 

activity will help boost their productivity, write too formal sentences, or use heavy office or 

work jargon. The purpose tells you to keep your lines light yet still professional, use bullets, 

and add an exclamation point or two at the end of the memo. 

To determine how the document will appear, it is only critical to ask yourself first if your 

purpose is: 

• to inform 

• to persuade 

• to argue 

• to invite 

• to confirm information 

• to make an inquiry 

• to ask for approval 

• to reject or approve 

• to propose or suggest 

2) The Audience. Another significant step in order to make an impact on your audience is to 

know them. For example, if you simply send a letter to employees about attending a 

conference on a Sunday and reiterating that it is a requirement, a portion of your workforce 

might resume to work with worries in their heads because they have religious obligations to 

meet on Sundays. If you can tailor your letter without touching any religion, culture or 



sensitive issue in an uncomfortable way, work would be much smoother and solidarity among 

the people will remain intact. 

Here are methods you can take to know your audience better: 

• If you are sending an external communication to a company, determine its vision, its 

mission, its accomplishments and goals. If your letter reflects these things, the 

company would realize that you care both for its objectives and its situation. Gather 

these data using the company’s website, social media networks, and other corporate 

paraphernalia. 

• If you are sending a proposal to an individual, know his/her preferences, pain, problem 

or wants. If you can answer one or two of them in your letter (sales, marketing, 

proposal, etc), it will make your document more interesting and more memorable. 

• You can also take a look at the company’s communication style through its public 

documents and press releases. This way, you know how you should convey your 

message to them. 

• A Business Insider article suggests the following guide questions as you develop your 

writing: 

1. Why does the reader care? 

2. How does the reader benefit? 

3. What should the reader do? 

4. When should the reader do it? 

5. What happens if the reader does take action? 

6. What happens if the reader doesn’t take action? 

7. Who else will benefit? Why? 

8. Where does the reader go for more information? 

Grammar and Language in Business Writing 

iFixit CEO Kylie Wins, in his controversial post at the Harvard Business Review blog, claims 

that “grammar signifies more than just a person’s ability to remember high school English. 

I’ve found that people who make fewer mistakes on a grammar test also make fewer mistakes 

when they are doing something completely unrelated to writing — like stocking shelves or 

labeling parts.” He furthers that in his company where programming, like writing, is crucial, 

“the devil’s in the details. In fact, when it comes to my whole business, details are everything. 

I hire people who care about those details.” For clients or partners, language may echo a 

company’s competence, culture, openness to development, and way of treating business. 

Hence, there is a need to prevent grammatical errors and inappropriate writing in business 

communication. 

On words, phrases, and sentences 

The book “Effective Business Communication,” by Ronnie Bouing, suggests that complex 

and general nouns and wordy lines should be avoided. There should be less jargon–unless it 

is a technical document–and more specific words and brief yet strong phrases. Let’s take a 

look at his examples: 

• instead of “wealthy business person,” use “tycoon.” 
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• not “business prosperity,” but “boom” 

• not “consensus of opinion,” but “consensus” 

• not “kind consideration,” but “kindness” or “consideration” 

• not “as a result of,” but “because” 

• not “at the present time,” but “now” 

The Miami University presents the following pointers: 

• Turn nouns into verbs: Instead of “We would like to make a recommendation that…” 

say “We recommend that…” 

• Refrain from overusing “it is” and “there are”: Not “It is imperative that we examine 

this…” but “We examine…” 

• Avoid the use of fancy terms and stick to simple ones: Not “utilize” but “use” 

• Be cautious with pronoun reference. For example, to which is “this” referring to in this 

sentence “This is the reason behind the company’s restructuring.” If this is placed at 

the end of the paragraph, anything in your previous sentences can serve as a reason. Be 

as definite and as clear as possible. 

 
Here are other tips for better business writing: 

1. Use the active voice instead of the passive voice to sound more assertive and powerful. 

For example, not “The report was submitted by the team lead to the CEO,” but “The 

team lead submitted the reports to the CEO.” 

2. For the tone, the Purdue University emphasizes the need to be confident, sincere and 

courteous. Its example suggests that instead of saying “You must agree that I am 

qualified for the position,” write “My qualifications in the areas of accounting and 

customer service meet your job requirements.” 

https://owl.english.purdue.edu/owl/resource/652/01/


3. The Purdue University also explains how to apply parallelism in professional writing. 

For example, if a series of items starts with a verb, the rest of the lines should start with 

a verb as well: “duties: analyze data; call clients; write reports. 

The Pepperdine University – Graziado School of Business and Management lists several 

action words you can use in professional writing: 

Achieve Acquire Adapt Address Advance 

Advise Advocate Analyze Apply Appoint 

Arbitrate Architect Arrange Ascertain Assemble 

Brief Budget Build Calculate Capture 

Catalog Champion Coordinate Correct Counsel 

Craft Create Critique Decrease Define 

Delegate Deliver Demonstrate Forge Deploy 

Design Detail Detect Discover Dispense 



Display Distribute Diversify Divert Document 

Exceed Execute Exhibit Expand Expedite 

Experiment License Export Facilitate Finalize 

Finance Form Formalize Formulate Found 

Halt Head Hire Honor Hypothesize 

Identify Illustrate Judge Justify Launch 

Lead Lecture Listen Locate Maintain 

Manage Manager Manipulate Manufacture Map 

Market Mastermind Modify Monitor Motivate 

Navigate Negotiate Nominate Normalize Prepare 



Prescribe Present Preside Process Procure 

Program Progress Project Promote Propose 

Prospect Provide Publicize Rate Realign 

Rebuild Recapture Receive Recognize Recommend 

Review Revise Revitalize Satisfy Schedule 

Secure Select Separate Serve Simplify 

Sold Solidify Solve Specify Structure 

Succeed Suggest Summarize Supervise Supply 

Support 

    

On overall grammar editing: 

The Harvard Business Publishing details ways to edit grammar and mechanics: 

https://hbr.org/


1. Revise lengthy titles: Instead of “Bob Smith, Vice President for Corporate 

Communications and Government Relations,” write “spokesperson Bob Smith” 

2. Be keen with obvious points: Instead of “Obviously, this means we will need to raise 

prices, which 

could reduce sales,” prefer “Our need to raise prices could reduce sales.” 

3. Instead of using “of” phrases, convert them into possessives. “For example, change the 

success of the company to the company’s success.” 

On formatting: 

The Harvard Business Publishing describes the graphical elements one should consider when 

developing a business document: 

Headings and bullets – Headings are used to underscore the main points, form white space, 

and make it easy for readers to scan the document. Bullets, on the other hand, are often for 

series of items. They are useful because a huge volume of data can be converted into “small, 

digestible bites,” making the reading experience smooth and the paper easier to navigate. 

Tables – These are used when subjects or options are being compared or contrasted to one 

another. These tools will avoid the repetition of the company names and categories 

throughout the text. There would be less words because the data no longer needs extensive 

explanation. 

Maps, flowcharts, and diagrams – These are for more complex data or connections of data 

that text alone can no longer detail substantially. These also aid in presentations, saving more 

time and other resources. 

Bold face and italics – To emphasize specific points to readers , you can put the words in 

boldface or in italics. 

On using sources: 

The Miami University gives pointers for acknowledging sources in business documents, 

especially those that present proposals: 

a) Readers should be able to identify sources. State full URLs, names of websites, and 

authors’ names using a consistent citation method. 

b) Avoid using direct quotes and instead paraphrase them or state them in your own words. 

This will also give the impression that you have a solid grasp of the evidence for your 

proposals. 

c) Provide explanation for outside materials so readers will not come up with an 

interpretation that is different from yours. 

d) Use only persuasive and credible sources. This will make your document more reliable and 

convincing. 



On content development and organization of ideas: 

Ideas in your business should flow in a logical manner to keep the whole discussion smooth 

and all thoughts cohesive. The Purdue University has guide questions for reviewing 

professional papers 

• Does your document begin by explaining your point and forecasting the 

communication’s main ideas?Your introduction should answer these three questions 

from the perspective of the reader: 

1. What is this? 

2. Why am I getting it? 

3. What do you want me to do? 

• Does your communication proceed in a logical and organized way, moving from 

general to specific information? 

• Is information arranged in order of importance to your audience? 

• Is similar information kept together? 

• Is each section organized around only one main idea? 

• Do key sentences begin each paragraph? 

For content development, you can ask the following as you re-check your content: 

• Do you provide enough background information for the message? 

• Have you included specific examples, numbers, dates, names and percentages to 

support your claims? 

• Do you have graphics (charts, graphs, diagrams, and tables) where appropriate? 

• Have you eliminated unnecessary and/or obvious information to your audience? 

Types of Business Communication 

https://owl.purdue.edu/owl/subject_specific_writing/professional_technical_writing/prioritizing_your_concerns_for_effective_business_writing/index.html


 

Barbie Carpenter of Demand Media, a digital marketing agency, in an article, shares the four 

types of business communication: 

1) Results-Oriented Communication. This type of correspondence encourages people, 

especially those in the office, to take actions or follow specific instructions. An example of 

this is a memo with the weekly goals of a team. It is expected to be motivational to produce 

solid results. 

2) Informational Communication. Some documents are eyeing a goal, but some are simply to 

inform the audience. For example, an email can be about a change in a policy, a help manual 

for a particular program or facility, or changes in the organizational structure. These papers 

are expected to be clear to avoid misinterpretation. 

3) Negative Communication. There are inevitable events in the workplace that may not be 

pleasing to everyone. Writing about them requires careful planning. “For example, a human 

resources specialist might have to write a letter about a layoff or severance package. In this 

type of communication, the writer should use a firm but empathetic tone and write succinctly 

to provide essential information in a direct manner.” 

4) Persuasive Communication. This refers to proposals or applications for a government 

grant, funding, or partnership. Lines should be convincing and positive to make an 

impression and hook the recipient to consider or act on the plan. 

https://smallbusiness.chron.com/four-types-communication-business-writing-21695.html


10 Principles Of Effective Writing 

1. Brevity 
It is bad manners to waste [the reader’s] time. Therefore brevity first, 
then, clarity. 

2. Clarity 
It is bad manners to give [readers] needless trouble. Therefore clarity… . And 
how is clarity to be achieved? Mainly by taking trouble and by writing to serve 
people rather than to impress them. 

3. Communication 
The social purpose of language is communication—to inform, misinform, or 
otherwise influence our fellowmen . Communication [is] more difficult than 
we may think. We are all serving life sentences of solitary confinement within 
our bodies; like prisoners, we have, as it were, to tap in awkward code to our 
fellow men in their neighbouring cells . 

In some modern literature there has appeared a tendency to replace 
communication by a private maundering to oneself which shall inspire one’s 
audience to maunder privately to themselves—rather as if the author handed 
round a box of drugged cigarettes. 

 

4. Emphasis 
Just as the art of war largely consists of deploying the strongest forces at the 
most important points, so the art of writing depends a good deal on putting 
the strongest words in the most important places… . 
One of the most important things, to my mind, in English style is word-order. 
For us, the most emphatic place in a clause or sentence is the end. This is 
the climax; and, during the momentary pause that follows, that last word 
continues, as it were, to reverberate in the reader’s mind. It has, in fact, the 
last word. 

5. Honesty 
As the police put it, anything you say may be used as evidence against you. 
If handwriting reveals character, writing reveals it still more. You cannot fool 
all your judges all the time… . 
Most style is not honest enough. Easy to say, but hard to practice. A writer 
may take to long words, as young men to beards—to impress. But long words, 
like long beards, are often the badge of charlatans. Or a writer may cultivate 
the obscure, to seem profound. But even carefully muddied puddles are soon 
fathomed. Or he may cultivate eccentricity, to seem original. 
But really original people do not have to think about being original—they can 
no more help it than they can help breathing. They do not need to dye their 
hair green. 

http://grammar.about.com/od/c/g/clarityterm.htm
https://writerswrite.co.za/create-power-paragraphs-for-stronger-storytelling/
http://grammar.about.com/od/rs/g/styleterm.htm
http://grammar.about.com/od/c/g/clauseterm.htm
http://grammar.about.com/od/c/g/climax.htm
https://writerswrite.co.za/what-your-handwriting-says-about-you/
https://writerswrite.co.za/what-is-your-literary-style/


6. Passion and Control 
This, indeed, is one of the eternal paradoxes of both life and literature—that 
without passion little gets done; yet, without control of that passion, its effects 
are largely ill or null. 

7. Reading 
One learns to write by reading good books, as one learns to talk by hearing 
good talkers.  

8. Revision 
Every author’s fairy godmother should provide him not only with a pen but 
also with a blue pencil. 

9. Sophistication and Simplicity 
My point is merely that the sophisticated (ready though they may be to 
suppose so) do not necessarily express themselves better than the simple—in 
fact, may often have much to learn from them.  

10. Sound and Rhythm 
Apart from a few simple principles, the sound and rhythm of English prose 
seem to me matters where both writers and readers should trust not so much 
to rules as to their ears. 

Writing Style 

LEARNING OBJECTIVE 

By the end of this section, you will be able to: 

• Demonstrate your ability to prepare and present information using a writing style that 
will increase understanding, retention, and motivation to act. 

You are invited to a business dinner at an expensive restaurant that has been the 
top-rated dining establishment in your town for decades. You are aware of the 
restaurant’s dress code, which forbids casual attire such as jeans, T-shirts, and 
sneakers. What will you wear? If you want to fit in with the other guests and make a 
favorable impression on your hosts, you will choose a good quality suit or dress (and 
appropriately dressy shoes and accessories). You will avoid calling undue attention 
to yourself with clothing that is overly formal—an evening gown or a tuxedo, for 
example—or that would distract from the business purpose of the occasion by being 
overly revealing or provocative. You may feel that your freedom to express yourself 
by dressing as you please is being restricted, or you may appreciate the opportunity 
to look your best. Either way, adhering to these style conventions will serve you well 
in a business context. 

The same is true in business writing. Unlike some other kinds of writing such as 
poetry or fiction, business writing is not an opportunity for self-expression. Instead it 
calls for a fairly conservative and unadorned style. Writing style, also known as voice 
or tone, is the manner in which a writer addresses the reader. It involves qualities of 

http://grammar.about.com/od/pq/g/paradoxterm.htm


writing such as vocabulary and figures of speech, phrasing, rhythm, sentence 
structure, and paragraph length. Developing an appropriate business writing style 
will reflect well on you and increase your success in any career. 

Formal versus Informal 

There was a time when many business documents were written in third person to 
give them the impression of objectivity. This formal style was often passive and 
wordy. Today it has given way to active, clear, concise writing, sometimes known as 
“Plain English” (Bailey, 2008). As business and industry increasingly trade across 
borders and languages, writing techniques that obscure meaning or impede 
understanding can cause serious problems. Efficient writing styles have become the 
norm. Still, you will experience in your own writing efforts this “old school versus new 
school” writing debate over abbreviations, contractions, and the use of informal 
language in what was once considered a formal business context. Consider the 
following comparison of informal versus formal and bureaucratic styles. 

Bureaucratic: Attached is the latest delivery data represented in topographical forms 
pursuant to the directive ABC123 of the air transportation guide supplied by the Federal 
Aviation Administration in September of 2008. 

• Formal – Please note the attached delivery data for July 2009. 

• Informal – Here’s the delivery data for last month. 

While it is generally agreed that bureaucratic forms can obscure meaning, there is a 
debate on the use of formal versus informal styles in business communication. 
Formal styles often require more detail, adhere to rules of etiquette, and avoid 
shortcuts like contractions and folksy expressions. Informal styles reflect everyday 
speech patterns and may include contractions and colloquial expressions. Many 
managers prefer not to see contractions in a formal business context. Others will 
point out that a comma preceding the last item in a series (known as the “serial 
comma”) is the standard, not the exception. Some will make a general 
recommendation that you should always “keep it professional.” Here lies the heart of 
the debate: what is professional writing in a business context? If you answered “it 
depends,” you are correct. 

Keep in mind that audiences have expectations and your job is to meet them. Some 
business audiences prefer a fairly formal tone. If you include contractions or use a 
style that is too casual, you may lose their interest and attention; you may also give 
them a negative impression of your level of expertise. If, however, you are writing for 
an audience that expects informal language, you may lose their interest and 
attention by writing too formally; your writing may also come across as arrogant or 
pompous. It is not that one style is better than the other, but simply that styles of 
writing vary across a range of options. Business writing may need to meet legal 
standards and include references, as we see in the bureaucratic example above, but 
that is generally not the norm for communications within an organization. The skilled 
business writer will know his or her audience and will adapt the message to best 
facilitate communication. Choosing the right style can make a significant impact on 
how your writing is received. 



You may hear reference to a conversational tone in writing as one option in business 
communication. A conversational tone, as the name implies, resembles oral 
communication in style, tone, and word choice. It can be appropriate for some 
audiences, and may serve you well in specific contexts, but it can easily come 
across as less than professional. 

If you use expressions that imply a relationship or a special awareness of information 
such as “you know,” or “as we discussed,” without explaining the necessary 
background, your writing may be seen as overly familiar, intimate, or even secretive. 
Trust is the foundation for all communication interactions and a careless word or 
phrase can impair trust. 

If you want to use humor, think carefully about how your audience will interpret it. 
Humor is a fragile form of communication that requires an awareness of irony, of 
juxtaposition, or a shared sense of attitudes, beliefs, and values. Different people 
find humor in different situations, and what is funny to one person may be dull, or 
even hurtful, to someone else. 

Although there are business situations such as an interview or a performance self-
evaluation where you need to state your accomplishments, in general business 
writing it is best to avoid self-referential comments that allude to your previous 
successes. These can come across as selfish or arrogant. Instead, be generous in 
giving credit where credit is due. Take every opportunity to thank your colleagues for 
their efforts and to acknowledge those who contributed good ideas. 

Jargon is a vocabulary that has been developed by people in a particular group, 
discipline, or industry, and it can be a useful shorthand as long as the audience 
knows its meaning. For example, when writing for bank customers, you could refer to 
“ATM transactions” and feel confident that your readers would know what you meant. 
It would be unnecessary and inappropriate to write “Automated Teller Machine 
transactions.” Similarly, if you were working in a hospital, you would probably use 
many medical terms in your interactions with other medical professionals. However, 
if you were a hospital employee writing to a patient, using medical jargon would be 
inappropriate, as it would not contribute to the patient’s understanding. 

Finally, in a business context, remember that conversational style is not an excuse to 
use poor grammar, disrespectful or offensive slang, or profanity. Communication 
serves as the bridge between minds and your written words will represent you in 
your absence. One strategy when trying to use a conversation tone is to ask 
yourself, “Would I say it in this way to their face?” A follow-up question to consider is, 
“Would I say it in this way in front of everyone?” Your professional use of language is 
one the hallmark skills in business, and the degree to which you master its use will 
reflect itself in your success. Take care, take time, and make sure what you write 
communicates a professional tone that positively represents you and your 
organization. 

  



Introductions: Direct and Indirect 

Sometimes the first sentence is the hardest to write. When you know the two main 
opening strategies it may not make it any easier, but it will give a plan and form a 
framework. Business documents often incorporate one of two opening strategies 
regardless of their organizational pattern. The direct pattern states the main purpose 
directly, at the beginning, and leaves little room for misinterpretation. The indirect 
pattern, where you introduce your main idea after the opening paragraph, can be 
useful if you need a strong opening to get the attention of what you perceive may be 
an uninterested audience. Normally, if you expect a positive response from the 
reader you will choose a direct opening, being clear from the first sentence about 
your purpose and goal. If you do not expect a positive reception, or have to deliver 
bad news, you may want to be less direct. Each style has its purpose and use; the 
skilled business writer will learn to be direct and be able to present bad news with a 
positive opening paragraph. 

Adding Emphasis 

There are times when you will want to add emphasis to a word, phrase, or statistic 
so that it stands out from the surrounding text. The use of visual aids in your writing 
can be an excellent option, and can reinforce the written discussion. For example, if 
you write that sales are up 4 percent over this time last year, the number alone may 
not get the attention it deserves. If, however, near the text section you feature a bar 
graph demonstrating the sales growth figures, the representation of the information 
in textual and graphical way may reinforce its importance. 

As you look across the top of your word processing program you may 
notice bold, italics, underline, highlights, your choice of colors, and a host of 
interesting fonts. Although it can be entertaining to experiment with these visual 
effects, do not use them just for the sake of decoration. Consistency and branding 
are important features of your firm’s public image, so you will want the visual aspects 
of your writing to support that image. Still, when you need to highlight an important 
fact or emphasize a key question in a report, your readers will appreciate your use of 
visual effects to draw their attention. Consider the following examples: 

• Bullets can be effective when used with discretion. 

Take care when using the following: 

1. Numbers 

2. With subheadings 

3. In serial lists 

4. As they can get 

5. A bit overwhelming to the point where 

6. The reader loses his or her interest 



Emphasis can be influenced by your choice of font. Serif fonts, such as Times New 
Roman and Garamond, have decorative ends that make the font easy to read. Sans 
serif fonts, like Arial, lack these visual cues and often serve better as headers. 

You can also vary the emphasis according to where you place information within a 
sentence: 

• Maximum emphasis. Sales have increased across the United States because of our 
latest promotion efforts in our largest and most successful market. 

• Medium emphasis. Because of our latest promotion efforts in our largest and most 
successful market, sales have increased across the United States. 

• Minimum emphasis. The United States, which has experienced a sales increase, is 
our largest and most successful market. 

The information at end of the sentence is what people often recall, and is therefore 
normally considered the location of maximum emphasis. The second best position 
for recall is the beginning of the sentence, while the middle of the sentence is the 
area with the least recall. If you want to highlight a point, place it at the beginning or 
end of the sentence, and if you want to deemphasize a point, the middle is your best 
option (McLean, 2003). 

Active versus Passive Voice 

You want your writing to be engaging. Which sentence would you rather read? 

• A – All sales orders are processed daily by Mackenzie. 

• B – Mackenzie processes all sales orders daily. 

Most readers prefer sentence B, but why? You’ll recall that all sentences have a 
subject and a verb, but you may not have paid much attention to their functions. Let’s 
look at how the subject and verb function in these two sentences. In sentence A, the 
subject is “Mackenzie,” and the subject is the doer of the action expressed by the 
verb (processes). In sentence A, the subject is “sales orders,” and the subject is the 
receiver of the action expressed by the verb (are processed). Sentence A is written 
in active voice—a sentence structure in which the subject carries out the action. 
Sentence B is written in passive voice—a sentence structure in which the subject 
receives the action. 

Active sentences tend to be shorter, more precise, and easier to understand. This is 
especially true because passive sentences can be written in ways that do not tell the 
reader who the doer of the action is. For example, “All sales orders are processed 
daily” is a complete and correct sentence in passive voice. 

Active voice is the clear choice for a variety of contexts, but not all. When you want 
to deemphasize the doer of the action, you may write, “Ten late arrivals were 
recorded this month” and not even mention who was late. The passive form doesn’t 
place blame or credit, so it can be more diplomatic in some contexts. Passive voice 
allows the writer to avoid personal references or personal pronouns (he, she, they) to 
create a more objective tone. There are also situations where the doer of the action 
is unknown, as in “graffiti was painted on the side of our building last night.” 



1. accept or except 

The office will _______ 

applications until 5 p.m. on the 

31st. 

accept 

Attendance is required for all 

employees _______ 

supervisors. 

Except 

2. affect or effect 

To _______ the growth of 

plants, we can regulate the 

water supply. 

affect 
A lack of water has a predictable 

_______ on most plants. 
Effect 

3. e.g. or i.e. 

Please order 2,000 imprinted 

giveaways (_______, pens or 

coffee mugs) 

e.g. 
Charge them to my account 

(_______, account #98765). 
i.e. 

4. its or it’s 

The department surpassed 

_______ previous sales record 

this quarter. 

its 
_______ my opinion that we 

reached peak oil in 2008. 
It’s 

5. lay or lie 
Please _______ the report on 

the desk. 
lay 

The doctor asked him to 

_______ down on the 

examination table. 

Lie 

6. pressure or pres

surize 

We need to _______ the liquid 

nitrogen tanks. 

pressuriz

e 

It might be possible to _______ 

him to resign. 
pressure 

7. principle or princ

ipal 

It’s the basic _________ of 

farming: no water, no food. 
principle 

The _______ reason for the trip 

is to attend the sales meeting. 
principal 

8. regardless or irr

egardless 

_______ of what we do, gas 

prices are unlikely to go back 

down. 

Regardle

ss 

_______ of your beliefs, please 

try to listen with an open mind. 

Regardless (Irregardless is not a standard word; see 

your dictionary) 

9. than or then 
This year’s losses were worse 

_______ last year’s. 
than 

If we can cut our costs, _______ 

it might be possible to break 

even. 

Then 

10. that or which 

_______ type of marketing data 

did you need? 
Which 

Karen misplaced the report, 

_______ caused a delay in 

making a decision. 

Which 

There are several kinds of data 

_______ could be useful. 
that   

11 there their, 

or they’re 

The report is _________, in the 

top file drawer. 
there 

__________ strategic 

advantage depends on a wide 

distribution network. 

Their 

__________ planning to attend 

the sales meeting in Pittsburgh. 
They’re   



Overall, business communication resources tend to recommend active voice as the 
preferred style. Still, the styles themselves are not the problem or challenge, but it is 
how we use them that matters. A skilled business writer will see both styles as 
options within a range of choices and learn to distinguish when each style is most 
appropriate to facilitate communication. 

Commonly Confused Words 

The sentences in Table 11.6 “Common Errors in English” focus on some of the most 
common errors in English. You may recall this exercise from the introduction of this 
chapter. How did you do? Visit the “Additional Resources” section at the end of the 
chapter for some resources on English grammar and usage. 

Table 11.6 Common Errors in English 

Making Errors at the Speed of Light 

In business and industry there is increasing pressure to produce under deadlines 
that in some respects have been artificially accelerated by the immediacy inherent in 
technological communication devices. If you receive an e-mail or text message while 
you are in the middle of studying a complex problem, you may be tempted to “get it 
out of the way” by typing out a quick reply, but in your haste you may fail to qualify, 
include important information, or even check to make sure you have hit “Reply” and 

12. to, too, or two 

Customers need _______ drive 

slower if they want to save gas. 
to 

After sales meeting, you should 

visit customers in the Pittsburgh 

area _______. 

Too 

In fact, the _______ of you 

should make some customer 

visits together. 

two   

13. uninterested or

 disinterested 

He would be the best person to 

make a decision, since he isn’t 

biased and is relatively _______ 

in the outcome. 

disintere

sted 

The sales manager tried to 

speak dynamically, but the sales 

reps were simply _______ in 

what he had to say. 

uninterested 

14. who, whom, w

ho’s, or whose 

__________ truck is that? Whose 
__________ going to pay for the 

repairs? 
Who’s 

__________ will go to the 

interview? 
Who 

To __________ should we 

address the thank-you note? 
Whom 

15 your or you’re 
My office is bigger than _______ 

cubicle. 
your 

_______ going to learn how to 

avoid making these common 

mistakes in English. 

You’re 



not “Reply to All” or even “Delete.” Take care to pause and review your text 
message, e-mail, or document before you consider it complete. Here is a quick 
electronic communication do/don’t list to keep in mind before you click “send.” 

Do remember the following: 

• Everything you access via an employer’s system is subject to inspection. 

• Everything you write or record reflects you and your business or organization, even if it 
is stored in a Google or Yahoo! account. 

• Respect personal space by not forwarding every e-mail you think is funny. 

• Use a concise but relevant and informative phrase for the subject line. 

• E-mail the receiver before sending large attachments, as they may exceed the limit of 
the receiver’s in-box. 

• Attach your intended attachments. 

 

 



Sub-skills 
 

 

The language skills of speaking, listening, writing and reading are often divided into sub-skills, which 

are specific behaviours that language users do in order to be effective in each of the skills,  

Example:  

Learners developing the skill of listening need to have the sub-skills to being able to recognize 

contracted forms in connected speech. In the classroom learners spend time developing a wide range 

of sub-skills as they build each of the four skills. Amongst the sub-skills focussed on are scanning and 

skimming in reading, organizational and editing skills in writing, recognition of connected speech and 

understanding in listening, pronuntiation and intonation in speaking.  

 

Listening Sub-skills  

*Listening for gist. This is when we listen to something to get a general idea of what it’s about, of what’s 

being said. We don’t want or need to understand every word.  

 

*Listening for specific information. This is when we listen to something because we want to discover a 

particular piece of information. We know in advance what we’re hoping to find out. We can ignore other 

information which doesn’t interest us. 

 

*Listening in detail. This is when we listen we listen very closely, paying attention to all the words and 

trying to understand as much information as possible.  

 

Harmer, J., (2007) How to Teach English (new edition), Pearson-Longman, – chapter 10 

 

Speaking sub-skills  

Depending on the level and abil ity of your students, in the sphere of speaking there are 

several sub-skills worth looking at:  

 

*Pronunciation 

*Stress, rhythm and intonation 

https://3.bp.blogspot.com/-28OX74NO5eA/VTMOplA_rUI/AAAAAAAAALk/vTuIDepYlT4/s1600/subskills.jpg


*Using the correct form of words  

*Word order 

*Using appropiate vocavulary  

*Language register  

*Building an argument  

 

Writing sub-skills  

 

* Know Orthography 

*Know the system of the second language  

*Word order 

*Use  standard grammar  

*Know how to express a particular meaning using different grammatical forms 

*Use of synonyms and antonyms  

*Writing strategies 

*Be able to structure a text into paragraphs  

 

 

Reading sub-skills 

 

*Comprehension 

*Understanding the plan of the text 

*Making predictions  

*Guessing the meaning of unfamiliar words 

*Skimming and scanning  

*Understanding the organization of the text 

*Note-making 

 

 



 

Unit- IV 

8 Ways to Make a Persuasive Message in Business Communication 

July 19, 2020 by Abdullah Sam 

Persuasion is an effort made to change or strengthen a person’s attitudes, beliefs, or 

behavior. A persuasion message is built on argumentation techniques so that the audience is 

confident and willing to take action in accordance with the expectations of the sender of the 

message. The process of making persuasive messages in business communication takes place 

through several processes namely planning persuasive messages, composing persuasive 

messages, and completing persuasive messages. 

• Persuasive message planning includes situation analysis, information search, choosing 

the right media, and organizing the information obtained. 

• Compilation of persuasive messages aimed at eliciting positive responses to 

persuasive messages by using positive and polite language, understanding cultural 

influences in business communicationand respecting cultural differences, being 

sensitive to organizational culture, and taking the steps needed in order to build 

credibility . 

• Completing persuasive messages carried out by evaluating the contents of messages 

and reviewing readability to ensure clarity of information presented; emphasizing a 

professional and clean appearance; review writing, layout, and mechanical errors; and 

disseminating persuasive messages. 

In the business world, persuasive messages play a large role in determining the success or 

failure of the business being run. For this reason, persuasive messages in business 

communication need to be compiled systematically. 

The ways to make persuasive messages in business communication are as follows: 

1. Attract the attention of the audience 

According to AIDDA theory in advertising , the main function of advertising is to attract the 

attention of the public. For this reason, if we want audiences to buy the products or services 

offered, we must first get the attention of the audience. 

https://notesread.com/8-ways-make-persuasive-message-business-communication-2/
https://notesread.com/author/admin/


Attracting the audience’s attention can be done in several ways, for example using images, 

using striking colors, presenting headlines , and laying out the overall ad text. 

In addition, we can also use humor or use voices that convince the audience. 

2. Generating public interest 

After we get the attention of the audience, the next step is to generate public interest in the 

product or service offered. Generating the interest of the audience should be done while still 

paying attention to the characteristics of the target audience. 

This is intended so that the audience can choose and sort out persuasive messages that are 

considered important for the target audience. Generating public interest can be done using 

factual illustrations, quotations, or valid data. 

3. Evoke the desire of the audience 

At this stage, we help the audience to accept ideas or ideas conveyed by explaining how the 

changes that occur can provide benefits or benefits for the audience both personally and 

professionally. 

Generating the desire of the audience can be done by reducing the existing resistance by 

identifying and answering every question posed by the audience. 

If the ideas or ideas presented are very complex, then we must explain in detail how the 

implementation of the ideas or ideas submitted. 

In addition, data and fact support can help increase the audience’s desire to do things as we 

wish. 

4. Stimulate action 

Action is the stage where we influence the target audience to take action. 

In order for the audience to be willing to take action as desired, what needs to be done is to 

provide  types of information that can meet the needs of the audience to take action including 

deadlines and contact numbers that can be contacted. 

5. Motivate the audience to take action 



Motivating the audience to take action is one of persuasive communication techniques . 

Generally, audiences need time to take action. Therefore, we need to motivate the public to 

take action as desired. 

This can be done by suggesting to the public to take action in accordance with what is 

desired, emphasizing the positive consequences that arise if the action is carried out by the 

public, and making it easy for the audience to take the desired action. 

6. Use emotional and rational appeal in a balanced way 

According to the theory of advertising language , persuasive messages are generally compiled 

using several message appeals such as emotional appeal and rational appeal. 

In psychology of communication , emotional appeal refers to the use of statements or 

language that touches people’s emotions. 

Meanwhile, rational appeal refers to the use of a logical approach or various kinds of 

evidence in an effort to convince the public. 

Persuasive messages in business communication generally use more rational appeal than 

emotional appeal. 

For this reason, in composing persuasive messages you should use emotional appeal and 

rational appeal in a balanced way and avoid logical mistakes in order to obtain the maximum 

impact of persuasive messages. 

7. Strengthening the position in the eyes of the public 

After composing the message, it’s good we look back at the message that has been made. 

The trick is to build credibility, re-examine the language used given the function of language 

in business communication that is as a communication tool, whether the ideas or ideas 

conveyed are supported with sufficient and reliable data, whether quotes from experts can 

help convince audiences, whether words which is used strong enough to convey the message, 

and so on. 



This is done as an effort to strengthen our position in the eyes of the public so that the 

audience can receive persuasive messages that are conveyed and are willing to take action as 

desired. 

8. Anticipating objections 

Persuasive messages conveyed to audiences do not always get positive responses from the 

audience. 

Sometimes, audiences are resistant to persuasive messages that are conveyed, 

causing business communication barriers . 

The best way to overcome this resistance is to anticipate as many of the objections as possible 

and direct those objections into the persuasive messages that we make before the audience 

receives the message. 

In addition, another way is to present two sides of the problem or the pros and cons of all 

available choices. 

Thus a brief review of how to make a persuasive message in business communication. 

Hopefully it can add to our insights and knowledge on how to create persuasive messages in 

business communication. 

  

5 Examples of Persuasive Messages in Business Communication 

July 16, 2020 by Abdullah Sam 

In communication there are terms of persuasive communication or persuasive messages. This 

is a communication that aims to influence others, both individuals and organizations. In terms 

of their beliefs, attitudes, and behavior to match what the messenger gave them. Persuasive 

messages themselves are also effectively used in business communication. 

This is because persuasive messages are used to gather support for certain activities, ask for 

funding to finance a project, and so on. So what are some examples of persuasive messages 

in business communication that are commonly used. On this occasion we will discuss 
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examples of persuasive messages in business communication, let’s consider the following 

review. 

1. Sales Message 

The first example is a sales message, where in the business world it is certainly no stranger to 

the name of buying and selling products that are produced. Therefore, the organization or 

company will create a sales message, whether in the form of banner ads, advertisements in 

magazines, and others to seek maximum profit. 

Where the aim is to persuade or influence the reader to spend money on products 

manufactured by the sales message maker. Thus effective communication will proceed. 

2. Funds Collection Message 

The second example is the fundraising message, which is also not much different from the 

sales message. Fundraising messages themselves will usually be sent or made by non-profit 

organizations that aim to persuade readers to donate both their money and time to others and 

also to the message maker. 

3. Letter of Offer 

An offer letter is also an example of a persuasive letter in business communication . Which 

has the same goal also, namely to make the reader do something about the products offered, 

for example such as making readers order products offered or directly buy products offered 

through the offer letter. 

4. Message Bills 

In addition to the offer message, there is also a billing message as one of the persuasive 

messages in business communication. This bill message is a warning message sent by the 

seller to the buyer that aims to persuade to quickly pay off debts and bills. In the billing 

statement there will usually be a statement regarding the payment due statement, the amount 

of the bill to be paid, and other information. 

5. Sponsored Links 



An example of persuasive messages in recent business communications is the presence of 

sponsor messages. Persuasive messages also exist that aim to solicit funds or other people’s 

time for a particular activity. Therefore, sponsorship messages are also included. 

The sponsor’s message itself is a message where individuals or organizations propose 

sponsorships or fund collaboration with other organizations to carry out certain activities, and 

usually also must provide the same benefits for both parties. 

But besides that, there are also other types of business communication that you need to know 

about. And those are some examples of persuasive messages in business communication, 

which can be concluded that examples of persuasive messages in business communication are 

essentially to persuade or influence the recipient of the message to take action in accordance 

with the expectations of the message maker. Hopefully the information above can be useful. 

Why Clear, Concise Writing Is So Important in Business 

BY JAMIE GOODWIN ON MARCH 8, 2018 IN BUSINESS WRITING 

When writing for business, it’s important to use clear, concise language. This means that 

word choice is of the utmost importance. By focusing on clear, concise writing, you’ll 

discover the following five benefits to your writing. 

Increased Strength 

Circumlocution is when a writer uses many words when they could say the same thing in just 

a few words. By doing this, the writing becomes vague and seems to be evading the subject. 

As a business writer, you don’t want to fall into this trap. Strengthen your writing by 

removing unnecessary adverbs, modifiers, and other words. Your readers will better 

understand what you’re saying, and your words will seem stronger and more powerful. 

Greater Effectiveness 

If you want your reader to understand exactly what you’re trying to say, you need to use the 

best word or words to express your ideas. As you do this, your ideas will pack a greater 

punch, leaving the reader with a positive lasting impression. 
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Short and Sweet 

As you write to other members of the business community, you’ll find that they have very 

little time to read an entire email or document. You need to quickly get your ideas across. By 

making your writing concise, you’ll keep your writing short and to the point. That way, your 

readers will quickly understand the ideas without needing to skim the document. 

Less Room for Interpretation 

What does he mean by that? What does she want us to do exactly? Will your readers be 

asking these questions? When time is of the essence, you don’t want to send a bunch of 

follow-up emails for clarification. Using clear language will ensure that your readers 

understand exactly what you want them to do, so you won’t have several people interpreting 

your ideas in different ways. 

Reaches a Wider Audience 

Part of clear language means using words that are simple and easy to understand. You 

shouldn’t assume that your readers know all the jargon and buzzwords of your industry. So, 

try to use clear words that everyone who reads your business writing can understand. For 

example, rather than saying that your reader should “utilize” your new product, tell them to 

simply “use” your new product. 

  

Why is clear, concise writing so important in business? The answer comes down to one 

thing: your audience. Who are they? What do they know about the subject? Do they have a 

lot of time to read your writing? What impact do you want to have on your audience? 

As you think about the answer to each of these questions, you’ll find that clear, concise 

writing is the key to reaching your audience and helping them understand what you want 

them to know after reading your business writing. 

 

 

Business Letters: Meaning, Qualities and Layout 
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Read this article to learn about Business Letters. After reading this article you will 

learn about: 1. Meaning of Business Letters 2. Qualities of a Good Business Letter 3. 

Parts 4. Layout. 

Meaning of Business Letters: 

In these days of telecommunication, letter is still the chief method of conveying message. 

Letter maintains the personal touch, serves as a record and also makes it possible to have 

multiple copies, if required. 

Every business, big or small, has to maintain contacts with its suppliers, customers, govt. de-

partments etc. 

A large part of a company’s sales work is done through letters; for example answering 

enquiries, acknowledging orders, contacting prospective customers, executing orders, sending 

statement of accounts to debtors, requesting settlement of accounts, canvassing for new 

products etc. 

Activities relating to purchase such as making enquiries, placing orders, complaints about 

delay in supply of goods and the like are made by letters. 

Of all the forms of written communication, letters are the most common and the most 

personal. It is the chief means of keeping oneself in touch with those separated by distance. 

Letters may be friendly letters, social letters, business letters etc. 

In every business, letters play an important part. Through letters a business-man tries to open 

up and maintain business relations, to introduce, to promote and conclude transactions. A 

letter serves as a medium for buying goods, selling goods, collecting debts, earning the 

goodwill of the customers and also thrashing out all the important problems. 

It is through letter-writing a businessman can be in touch with everyone on the globe. He can 

find market easily all over the world by sitting in his chair. Hence letter- writing is of vital 

importance in business. 

A letter represents the writer. It speaks to the addressee on behalf of the writer. Defects in a 

letter will definitely endanger the chances of winning the attention of the reader. Therefore, a 

letter should be carefully drafted and sent to the addressee. Letter-writing is an art. The style 



of the letterhead, the paper on which the letter is written, the neatness of writing etc. will 

create good impression in the minds of the reader. 

Qualities of a Good Business Letter: 

1. Clarity: 

Clear thinking and simple expression are the two important virtues of effective writing. A 

good letter should show its idea directly and clearly. Each sentence should be as simple as 

possible. The reader should have no difficulty in understanding what the writer means to say. 

When the reader gets the same meaning from the-message as what the sender intended, it is a 

good letter. 

2. Conciseness: 

Transmission of maximum information by using minimum words should be the aim of letter-

writing. Unnecessary details and roundabout expressions should be avoided. People are busy 

and they receive a number of letters daily. Unless one says quickly what one wishes to say, 

he will not be able to get the attention of the reader and focus it on the message. Therefore, a 

letter should be simple and brief. 

3. Completeness: 

The letter should contain all the essential points a reader is expected to know. For example, a 

sales letter should include the description of the goods, price, quality, how and where to buy, 

the date of delivery, discounts etc. If it gives only partial information, it is not a complete 

letter. 

4. Correctness: 

The correctness demands no error at all in grammar, idiom, spelling, and punctuation. 

Besides, the information given in the letter must be accurate; otherwise it will shake the 

confidence of the reader. The message should not be transmitted unless the sender is sure of 

its correctness. 

5. Courtesy: 

Courtesy means politeness. It always pays to be courteous in business. It softens the sting of 

an unpleasant piece of information, creates goodwill and produces a favourable response. 

Goodwill is a great asset for an organisation and courtesy in correspondence is one of the 

most natural and economical means of building it. 



6. Cheerfulness: 

There should be no negative approach in a letter. It must begin with a positive and optimistic 

note. The approach should be friendly and convincing. 

7. Promptness: 

Promptness in replying a letter is absolutely necessary. The general practice is to reply a letter 

the same day it is received. When it is known that a reply to a letter requires time it is 

necessary to acknowledge the letter received and intimate the probable time required sending 

full reply. 

8. Appropriateness: 

Appropriateness refers to writing or replying letters keeping in mind the relation and 

psychology of the reader as well as the need of the occasion. The tone, style and language 

should be changed according to the occasion. 

9. The ‘You’ attitude: 

In business letters, the reader’s interest must be emphasised and not the sender s interest. To 

make letters effective, avoid words such as T and “we’ and use as many as ‘you’ as possible. 

The ‘you attitude’ can be used effectively in all kinds of business letters. 

10. Integral: 

The purpose of business communication is to create understanding, bring about cooperation 

and initiate constructive action. Therefore, all communication should be in conformity with 

the general objectives of the organisation. 

Parts of a Business Letter: 

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

1. Heading 

2. Date 

3. Inside Address 

4. Attention line 

5. Salutation 



6. Subject 

7. Reference 

8. Body 

9. Complimentary close 

10. Signature 

11. Enclosure. 

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. 

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. 

While addressing a firm, ‘Messers’ is used before the name. If the firm bears personal title, 

messers should be used. If the letter is addressed to an officer by name write Mr. or Shri 



before the name. If the officer is an unmarried woman add Miss and if married Mrs. or Smt. 

before her name. 

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. 

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 organ-

ise 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. 

Layout of a Business Letter: 

The general appearance of the letter will create a favourable 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. 

 



 

Unit- V 

Internal and External Communication 

Suppose you are working in an organization. Your boss asks you to suggest some ideas 

regarding a project. How will you do so? You can communicate your ideas, thoughts, beliefs to 

your boss. How do you want it to be? Also, suppose you went to another firm to pitch for your 

company. 

How will you communicate there? Is the way of expressing your ideas the same in both 

situations? Is your way of talking to your friend and your boss the same? No!. In this section, we 

are going to make ourselves familiar with different types of communication. 

Here we will learn the terms external and internal communication. 

Internal Communication 

Internal communication is the transmission of information within an organization. Internal 

communication is a lifeline of a business. It occurs between an employer and an employee. 

It is communication among employees. Internal communication is the sharing of the 

information, knowledge, ideas, and beliefs between the members of the company. 

Internal communication can be formal or informal. It depends upon the persons to which we are 

communicating. We use informal or not so formal language with our colleagues. The language 

used while communicating the head of the company is formal. 

Effective Internal Communication 

Effective internal communication must have the following. 

• The open and clear reason for communication. 

• Understanding the need of the audience. 

• Consistent and regular communication. 

• Clear, jargon-free, to the point, and brief language. 

• Two-way communication. 

• Good use of vocabulary. 

Importance of Internal Communication 

One can easily find the importance of internal communication. some of them are 



• It increases productivity. 

• Effective and responsive customer service. 

• Easy attainment of goals. 

• Reduce day-to-day conflict between team members. 

• Enable fast response. 

• Enable fast decision making. 

• Helps in motivating the employees. 

 Common Internal Communication 

• Group meetings. 

• Company blogs. 

• Employee training within an organization. 

• Personal meetings. 

• Telephonic conversation between employees. 

• Inquiry of employee. 

• E-mails within an organization. 

• Staff communication. 

• Company newsletter. 

External Communication 

External communication is the transmission of information between two organizations. It also 

occurs between a business and another person in the exterior to the company. 

These persons can be clients, dealers, customers, government officials or authorities etc. A 

customer’s feedback is also external communication. An organization invests a lot of time and 

money to improve their image through external communication. 

Effective External Communication 

One can easily find the importance of external communication. Some of them are 

• Clear ideas, thoughts, and statement or the reason for communication. 

• It must be two-way communication. 

• Clear, error-free, formal, jargon-free, and easy language. 



• Understanding the need of the audience. 

• Proper choice of words for communication. 

Importance of External Communication 

• It presents a favorable image of an organization. 

• It provides information about products and services to customers. 

• Advertise the organization. 

• Promote an organization 

• Reduces the risks of mistakes. 

Common External Communication 

• Advertisement of an organization. 

• Response to a customer. 

• Press conference. 

• Annual reports and letters. 

• Print media. 

• Face to face meeting of two organization heads. 

• Tender documents. 

• Brochures. 

• Feedbacks. 

• Questionnaire. 



 

Solved Example on Internal and External Communication 

Problem: Which communication is known as ‘Employee Communication’? 

Solution: Communication between employees of an organization is an ‘Employee 

Communication’. Internal communication is the ‘Employee Communication’. 

Conventions of Mails and Sample Mails 

Suppose you want to give a birthday party. You want to invite some of your college friends, 

your colleagues and some of your senior in the office. Suppose you are writing an email to them 

to invite them.  Is the email writing format the same for all persons? Can you use the same 

language and wordings in the different email writing format? In this section, we will learn about 

email writing format. We will also get ourselves familiar with the different types of emails.  

Email Writing 

Email stands for electronic mail. It is the easiest and the cheapest way of communication. It is 

used in formal, semi-formal as well as an informal way of expression or writing. 

Categories of Email Writing 

Emails are of three types 

• Semi-Formal email 
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• Formal email 

• Informal email 

Email Writing Format 

The email writing format is the same for each of the categories. Though the choice of words and 

language differ depending upon the type of email. One can use friendly and casual language 

in informal emails. The language used in formal emails should be professional, clear, and 

formal. The email writing format is 

 

Let us discuss each type of email writing format. 

A Sample of Informal Email Writing Format 

An email written for any friends, family members or relatives comes under this category. Use of 

polite, friendly and casual words along with proper greetings and closings are some of the rules 

of the informal emails. 

Sample 

Suppose you have to write an email to your friend inviting him or her to your birthday party. 

To: XYZ 

CC/BCC: 

Subject: Invitation to a birthday party 
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Hi XYZ! 

Hope this mail finds you in the best of your time. I am very happy to invite you to my birthday 

party on Nov 03 at ABC Hotel from 7:00 pm to 10:00 pm. The theme of the birthday party is 

‘Pirate of the Caribbean”. 

It would be great if you come and join us at the party. We will have a great time and fun 

together. 

See You Soon 

LMN 

A Sample of Semi-formal Email Writing Format 

An email written for any teammates or colleague is the semi-formal email. One can use friendly 

language but have to maintain the limit and the decency. The length, proper greetings and 

closing and clarity are some of the rules of the semi-formal emails. 

Sample 

Writing a letter to inform your classmates regarding intra-college quiz competition. 

To: XYZ 

CC/BCC: 

Subject: Intra-college Quiz Competition. 

Hello Everyone! 

This is to inform you guys that an intra-college quiz competition is going to be held in our 

college on Nov 25 from 11:30 am in Hall – 01. 

Everyone is therefore asked to take part in the competition so that our department can win. 

For further queries, feel free to contact me. 

Thanks 

LMN 



(Class Representative) 

A Sample of Formal Email Writing Format 

An email written for business communication or professional use comes under this category. 

The email written for any government department, school authority, company or any officers are 

the formal emails. Use of polite and formal words, the reason for writing mail, clarity, proper 

greeting and closing are some of the rules of the formal email. 

Sample 

A mail for resignation. 

To: XYZ 

CC/BCC: 

Subject: Resignation Letter 

Dear Sir, 

Please accept this mail as a notice that I am leaving my position with this organization. As per 

the norm of the company I’ve to give a month notice before resigning. I hope you will get a 

good replacement for me within this time period. 

I really appreciate the opportunities that I have been given to me to help me grow. Wish you and 

the company the best in the future. 

Please let me know what to expect as far as my final work schedule and the employee benefits. 

Please let me know in case of any assistance for the above. 

Kindly look into the matter. 

Thanks and Regards 

LMN 

(Project Head) 

Solved Examples on Email Writing Format 



Problem: What does the opening part of the formal mail contain? 

1. Inquiry about the weather in the city 

2. The health condition of the recipient 

3. Inform the recipient about the reason for writing the mail 

4. None of the above 

Solution: 3. Inform the recipient about the reason for writing the mail. 

Memo 

A memo (also known as a memorandum, or "reminder") is used for internal 

communications regarding procedures or official business within an organization. 

Unlike an email, a memo is a message you send to a large group of employees, like your 

entire department or everyone at the company. You might need to write a memo to inform 

staff of upcoming events, or broadcast internal changes. 

Business Memo Template 

MEMORANDUM 

TO: 

FROM: 

DATE: 

SUBJECT: 

I'm writing to inform you that [reason for writing memo]. 

As our company continues to grow … [evidence or reason to support your opening 

paragraph]. 

Please let me know if you have any questions. In the meantime, I'd appreciate your 

cooperation as [official business information] takes place. 

Header: 

In your header, you'll want to clearly label your content "Memorandum" so your readers 

know exactly they're receiving. Then, you'll want to include "TO", "FROM", "DATE", and 

"SUBJECT". This information is relevant for providing content, like who you're addressing, 

and why. 

Paragraph One: 
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In the first paragraph, you'll want to quickly and clearly state the purpose of your memo. You 

might begin your sentence with the phrase, "I'm writing to inform you … " or "I'm writing to 

request ... ". A memo is meant to be short, clear, and to-the-point. You'll want to deliver your 

most critical information upfront, and then use subsequent paragraphs as opportunities to dive 

into more detail. 

Paragraph Two: 

In the second paragraph, you'll want to provide context or supporting evidence. For instance, 

let's say your memo is informing the company of an internal re-organization. If this is the 

case, paragraph two should say something like, "As our company continues to grow, we've 

decided it makes more sense to separate our video production team from our content team. 

This way, those teams can focus more on their individual goals." 

Paragraph Three: 

In the third paragraph, you'll want to include your specific request of each employee -- if 

you're planning a team outing, this is the space you'd include, "Please RSVP with dietary 

restrictions," or "Please email me with questions." 

On the contrary, if you're informing staff of upcoming construction to the building, you might 

say, "I'd appreciate your cooperation during this time." Even if there isn't any specific action 

you expect from employees, it's helpful to include how you hope they'll handle the news and 

whether you expect them to do something in response to the memo. 
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