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Achieving Success Achieving Success 
Through Effective Through Effective 
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Business CommunicationBusiness Communication

Achieving Success in Today’s Achieving Success in Today’s 
Competitive EnvironmentCompetitive Environment

Competing for JobsCompeting for Jobs Winning CustomersWinning Customers
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Writing ClearlyWriting Clearly

Speaking SkillfullySpeaking Skillfully

Listening CarefullyListening Carefully

Adapting to SituationsAdapting to Situations

Effective CommunicationEffective Communication

Stronger Decision Making and Faster Problem Solving
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Earlier Warning of Potential Problems

Increased Productivity and Steadier Workflow

Stronger Business Relationships
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Effective CommunicationEffective Communication

Clearer and More Persuasive Marketing Messages
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Enhanced Professional Images for Employees and Companies

Lower Employee Turnover and Higher Employee Satisfaction

Better Financial Results and Higher Return for Investors

Communicating in Communicating in 
Organizational SettingsOrganizational Settings

Planned Communication Planned Communicationm
al

Internal External
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Casual Communication
Among Employees

Casual Communication
With Outsiders 

Among Insiders With Outsiders
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Internal CommunicationInternal Communication

DownwardDownward
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HorizontalHorizontal

GrapevineGrapevine

UpwardUpward
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External CommunicationExternal Communication

Formal Methods Informal Methods
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Marketing Public
Relations

Social 
Networking

Virtual
Communities

Recognizing EffectiveRecognizing Effective
CommunicationCommunication

Practical information

Factual information
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Concise and efficient information

Clear expectations and responsibilities

Persuasion and recommendations

What Employers ExpectWhat Employers Expect

Organizing Ideas
and Information

Presenting Coherently
and Persuasively
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Listening Effectively Communicating with
Diverse People
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What Employers ExpectWhat Employers Expect

Using Communication
Technology

Mastering High-Quality
Speaking and Writing
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Practicing
Business Etiquette

Communicating 
Ethically

Why Is Business Why Is Business 
Communication Unique?Communication Unique?

GlobalizationGlobalization
and Diversityand Diversity

InformationInformation
ValueValue

PervasivenessPervasiveness
of Technologyof Technology
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and Diversityand Diversity ValueValue

RelianceReliance
on Teamworkon Teamwork

New CorporateNew Corporate
StructuresStructures

of Technologyof Technology

CommunicationCommunication
BarriersBarriers

Increasing Value Increasing Value 
of Business Informationof Business Information

Knowledge WorkersKnowledge Workers
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CompetitiveCompetitive
InsightsInsights

RegulationsRegulations
and Guidelinesand Guidelines

CustomerCustomer
NeedsNeeds
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Globalization Globalization 
and Workforce Diversityand Workforce Diversity

Products and Markets
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Communication
Challenges

Communication
OpportunitiesBusiness Partnerships

Employees and Executives

Pervasive TechnologyPervasive Technology

Communication Communication 

© Prentice Hall, 2008 Excellence in Business Communication, 8e Chapter 1 - 14

Continuous LearningContinuous Learning

Competitive AdvantageCompetitive Advantage

Evolving OrganizationsEvolving Organizations

Tall StructuresTall Structures

SS
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Flatter StructuresFlatter Structures

Flexible StructuresFlexible Structures

Corporate CulturesCorporate Cultures
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Reliance on TeamworkReliance on Teamwork

AssignmentsAssignments
and Projectsand Projects
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jj

CommunicationCommunication
IssuesIssues

Effective CommunicationEffective Communication

Connect with AudienceConnect with Audience Minimize DistractionsMinimize Distractions
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Use AudienceUse Audience
Centered ApproachCentered Approach

Give Useful FeedbackGive Useful Feedback

ImproveImprove
Communication SkillsCommunication Skills

Use Business EtiquetteUse Business Etiquette

Communication ProcessCommunication Process

Connect with the AudienceConnect with the Audience
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Communication BarriersCommunication Barriers

Mind of Your AudienceMind of Your Audience
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Communication ProcessCommunication Process

Sender 
Has an Idea

1 Audience
Responds to Message

7Audience
Provides Feedback

8
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Sender 
Encodes the Idea

2

Sender 
Produces Message

3

Audience
Decodes Message

6

Audience
Receives Message

5Sender 
Transmits Message

4

Communication BarriersCommunication Barriers

• Noise and Distractions

C ti M
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• Competing Messages

• Filtering of Messages

• Channel Breakdowns

The Mind of the AudienceThe Mind of the Audience

Business Messages
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ReceivingReceiving

Decoding  Decoding  

Responding Responding 
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Receiving MessagesReceiving Messages

ConsiderConsider
ExpectationsExpectations

Ensure Ensure 
Ease of UseEase of Use
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EmphasizeEmphasize
FamiliarityFamiliarity

PracticePractice
EmpathyEmpathy

Design forDesign for
CompatibilityCompatibility

pp

Decoding MessagesDecoding Messages

Cultural IssuesCultural Issues
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Language IssuesLanguage Issues

Thinking StylesThinking Styles

Individual BeliefsIndividual Beliefs

Responding to MessagesResponding to Messages

Memory
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Ability

Motivation



9

Minimize DistractionsMinimize Distractions

Use Common SenseUse Common Sense

CC
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Practice CourtesyPractice Courtesy

Respect DifferencesRespect Differences

Insulate YourselfInsulate Yourself

Minimize DistractionsMinimize Distractions

Limit MessagesLimit Messages
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Prioritize MessagesPrioritize Messages

Recognize FeelingsRecognize Feelings

Anticipate ReactionsAnticipate Reactions

AudienceAudience--Centered ApproachCentered Approach

The “You” Attitude Emotional Intelligence
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Focus on the Audience

Care About the Audience

Learn About the Audience

Relate to the Audience
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Build Communication SkillsBuild Communication Skills

OnOn--thethe--JobJob
TrainingTraining
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TrainingTraining

Communication Communication 
ClassesClasses

Giving and Responding Giving and Responding 
to Feedbackto Feedback

Constructive
Feedback

Destructive
Feedback
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Process Focused

Outcome Focused

Personal Attacks

Unclear Guidelines

Etiquette in BusinessEtiquette in Business

RespectRespect
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Courtesy Courtesy 

Common SenseCommon Sense
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Communication TechnologyCommunication Technology

Maintain PerspectiveMaintain Perspective
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Boost ProductivityBoost Productivity

Reconnect with PeopleReconnect with People

Ethical CommunicationEthical Communication

True in Every SenseTrue in Every Sense
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Includes Relevant InformationIncludes Relevant Information

Not Deceptive in Any WayNot Deceptive in Any Way

Unethical CommunicationUnethical Communication

Unethical PracticesUnethical Practices
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PlagiarismPlagiarism SelectiveSelective
MisquotingMisquoting

MisinterpretingMisinterpreting
NumbersNumbers

DistortingDistorting
VisualsVisuals
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Making Ethical ChoicesMaking Ethical Choices

Ethical DilemmaEthical Dilemma StakeholdersStakeholders

Difficult TradeoffsDifficult Tradeoffs
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Conflicting LoyaltiesConflicting Loyalties

Ethical LapseEthical Lapse Business PressuresBusiness Pressures

Unethical ChoicesUnethical Choices

Illegal ChoicesIllegal Choices

Ensuring Ethical Business Ensuring Ethical Business 
CommunicationCommunication

Individual
Employees 

Corporate
Management Code of Ethics
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Policies and Structures

Legal and Ethical BehaviorLegal and Ethical Behavior

Promotions Promotions Intellectual PropertyIntellectual Property
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Contracts Contracts 

Employment Employment 

Financial Reporting Financial Reporting 

Defamation  Defamation  


