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Preface

Communication is one of the most transferable professional capabilities. It shapes how ideas are understood, how
decisions are implemented, how relationships are built, how teams coordinate and how organisations earn trust. This
book develops communication as a practical professional discipline rather than as a collection of isolated definitions.

The chapters move from communication foundations to organisational flows, oral and non-verbal communication,
professional writing, presentation, teamwork, reporting, technology-enabled communication and ethics. Throughout
the book, concepts are connected to workplace situations, guided applications and structured practice so that readers
learn not only what effective communication is, but how to use it.

Readers are encouraged to work actively: analyse the examples, complete the application tasks, attempt the practice
questions before reviewing guidance, and reflect on how each principle applies in their own professional environment.
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How to Use This Book

e Begin each chapter with the overview and learning focus to understand the key ideas and skills developed in
that chapter.

e Use the workplace examples to connect theory to realistic organisational situations.

e Complete the application activities before consulting any guidance or suggested answer direction.

e Use the practice sets to test recall, explanation, analysis and professional judgement.

e Return to the chapter recap and mastery checklist before progressing to the next chapter.
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Foundations of Effective Communication

Chapter Overview

Chapter One establishes the foundation for every later topic in Communication Skills. The same ideas -
sender, message, channel, receiver, feedback, clarity, barriers and communication systems - reappear in
oral communication, writing, presentations, teams, digital communication and ethics.

KNOW APPLY PERFORM

Explain the meaning, role, elements, Map communication in a workplace Answer short and case-based
process, principles and barriers of situation and identify where meaning guestions using the correct command
communication. may be lost or distorted. word and mark allocation.

Chapter Scope

coverage item What you should be able to do

Define communication accurately and
11 Meaning of communication distinguish transmission from shared
understanding.

Explain how communication supports

12 Role of communication in an coordination, decision making, control,
' organisation motivation, relationships and
performance.

Identify sender, encoding, message,
1.3 Elements of communication channel, receiver, decoding, feedback,
context and noise.

Explain the stages in a logical
1.4 The communication process sequence and apply them to a
workplace case.

Use the 7Cs and related principles to

15 Principles of effective communication . :
improve business messages.



coverage item What you should be able to do

Evaluate whether an organisation has

16 Essentials of an effective reliable, timely, two-way and
' communication system accessible communication
arrangements.
. . L Classify barriers, explain their effects
1.7 Barriers to effective communication fy P

and recommend practical remedies.

Chapter Focus

Chapter One is commonly assessed through communication-process questions, principles of effective
communication, barriers to communication and the organisational value of effective communication
systems. Prepare for both concise theory questions and scenario-based tasks that require diagnosis,
cause-and-effect explanation and practical remedies.

Meaning and Nature of Communication

Communication is the deliberate or accidental exchange of meaning between people or groups through
symbols, words, behaviour, signs or media. In professional settings, the test of communication is not merely
whether a message was sent, but whether the intended meaning was understood sufficiently for the
receiver to respond or act.

A process through which a sender creates and
transmits a message to a receiver through an

SIS el appropriate channel, after which the receiver interprets

the message and may provide feedback.

The purposeful exchange of information and meaning within
Business communication and outside an organisation in order to support work,
relationships, decisions and organisational objectives.

Communication that achieves its intended purpose because
Effective communication the message is clear, appropriate, timely, understood and
capable of eliciting a suitable response.

Key Characteristics of Communication

e ltis a process: communication unfolds through connected stages rather than a single isolated act.

e ltinvolves meaning: words alone are not enough; the receiver must interpret what the sender intends.

e ltis potentially two-way: feedback allows the sender to confirm understanding and make corrections.

e |tis contextual: culture, relationships, organisational hierarchy, timing and physical setting influence
interpretation.

e |t can be verbal or non-verbal: meaning can be conveyed through spoken words, writing, tone, posture,
images and other cues.

e ltis continuous: organisations communicate through formal systems as well as everyday interaction and
informal signals.

e ltis goal-oriented in business: communication supports purposes such as informing, instructing, persuading,
coordinating and documenting.

APPLICATION CHECK

Highlight THREE characteristics of communication. For a short highlight question, give three distinct points in concise
phrases. Avoid unnecessary introductions.
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Role of Communication in an Organisation

An organisation cannot coordinate people, resources and decisions without communication.
Communication connects goals to action, managers to staff, departments to one another and the
organisation to external stakeholders.

Role Why it matters

o . . Aligns activities across departments and locations so
Coordination and integration S C T
responsibilities are known and duplication is reduced.
. - . Provides accurate information for identifying problems,
Planning and decision making : . o o
evaluating alternatives and communicating decisions.
Direction and control Commumcates policies, procedures, targets and_
expectations and supports performance monitoring.
Motivation and engagement Uses recognltlon,_feedback, explanation ano_l participation to
strengthen commitment and reduce uncertainty.
Teamwork and collaboration Supp_orts information sharing, clarification, discussion and
conflict management.
Relationship building Builds trust W.It.h employees, clients, suppliers, regulators
and communities.
Explains reasons, impact, responsibilities, timelines and
Change management :
support during change.
Customer and stakeholder service Helps qnderstand qeeo_ls, exp!aln obligations, respond to
complaints and maintain confidence.
. . Transfers experience, lessons, procedures and professional
Knowledge sharing and learning
knowledge.
Supports transparent, accurate and timely communication

Reputation and accountability with stakeholders

Elements of Communication
Sender / source Originates the idea, information, feeling or instruction.

The meaning or objective the sender wants to

Idea / purpose .
purp communicate.

Converting the idea into words, figures, symbols, images or

Encoding behaviour.

Message The actual content transmitted.

Channel / medium The route used to transmit the message.

Receiver The person or group for whom the message is intended.
Decoding The receiver’s interpretation of the message.

Feedback The receiver’s response indicating understanding, reaction

or action.
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