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Case Study

V2 R3]

Three months ago, Jane Smith graduated from her college. Upon graduation, she
obtained her first full-time job with a big company. Needless to say, she was quite
excited about her opportunity.

As a sales representative of this company, she wanted to send a message to a very
important customer. This particular customer was a good friend of her company’s
president—they played golf together often. Also, this customer consistently used her
company when placing large orders for supplies. In her opinion, the two companies
established good relationship.

However, the last time she paid him a visit just to make sure’ everything was going

1



well, he seemed very impatient. He seemed to want her leave immediately so he could

do something in hand.
Now, two days after her visit, her company has started a sales campaign on many
of the products. The prices are great but the sale will last only two weeks. Would Jane

contact this customer? If so, how would she do? By letter? By phone? By e-mail?

1. 1 The Importance of Communication

774 5 A E T

Communication occurs everyday, almost at any time and at anywhere, talking to
friends, maintaining relationships with co-workers. What is communication? It means
the process of transmission of information and meaning from one individual or group to
another. When communicating, you go through this process quickly and naturally that
you do not realize this process is being used. In the business environment, this process
is called business communication. Being an effective communicator is critical to you in
your personal, academic, and professional lives.

Research shows that adults spend two-thirds of each day communicating. Studies
also indicate that managers spend half of their time attending meetings, speaking to
customers, making arrangements and listening to others.

Communication skills include the ability to use language accurately—use proper
grammar, choose precise words and spell correctly. Being an effective communicator
requires other abilities, such as speaking, counsel, debate and listening. Your success
in life, whether in daily life or in business field, to some extent depends on your

communication skills.

1. 2 Functions of Communication

/4 15 B R

1.2.1 To inform

Information is one of the most valuable resources we have. You must communicate

to obtain the information you need and to inform others. This function will help you cope
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with friends, colleagues and customers.

1. 2. 2 To persuade

Motivating or persuading others act in a certain way depends on your ability to
convince them that they will benefit from such an action. When others make sure that
you are concerned about their interests personally, they will trust you and your
relationship will become more valued.
1. 2.3 To promote goodwill

Whether in social, academic, or professional life, this ability determines the depth
of your relationships with your friends, loved ones, family members. This ability will
affect almost every aspect of your life. Good relationships result in goodwill. It will
bring you favorable reputation that an individual or business people will value.
1.2.4 To build self-esteem

You may notice that sometime positive comments or reactions from others will
increase self-esteem or encourage you to do better. Such positive comments make you
feel good about yourself and add your confidence. This confidence has a strong effect on

your social relationships with others.

1. 3 The Communication Process

V. T

1. 3.1 The sender

The process of communication begins when the person with whom the message
originates—the sender—has an idea. The form of the idea depends on many factors,
such as mood, background, culture and surroundings. When greeting others in different
situations, you use different ways. When you are the sender, you have major

responsibility in the communication.
1. 3. 2 The message
A message is composed of a set of symbols. These symbols can be verbal or nonverbal.

Verbal symbols are words used when speaking or writing. Letters, memorandums, reports,

announcements are verbal symbols. Nonverbal symbols always go together with verbal
3



symbols. Gestures, facial expressions, tone of voice, eye contact are nonverbals. You may

notice that nonverbal symbols always speak louder than verbal symbols. That means when
verbal symbols conflict with nonverbal symbols, most people believe the latter. For
example, your boss may say your proposal is perfect, but frown on it.
1. 3. 3 The channel

The medium or the way over which the message is sent is called the channel.
Message can be delivered by letters, memos, telephones, announcements, pictures,
meetings, e-mails and some other ways. Selecting the proper channel becomes an
important issue. For example, a company may use its annual report to deliver many
messages to its stockholders. A board of directors can hold meetings to discuss important

questions. A supervisor can use memos to ask his subordinates to write a proposal.
1. 3. 4 The receiver

A person or thing to whom a message is intended is the receiver. A receiver’s
responsibility is to decode the verbal or nonverbal symbols sent by the sender. It is very
difficult for a receiver to understand the exact meaning of his sender, because many
barriers can interrupt the process. The meaning of the message depends on their
respective educational backgrounds, interests, opinions and emotional states ,

sometimes, even their surroundings.
1. 3. 5 The feedback

The verbal and nonverbal responses of the receiver are called feedback, a vital part
of the communication process. Feedback may be a smile, a pause, a frown or maybe a
telephone or a letter. Sometimes even no response is a feedback. Feedback can help
you determine whether the receiver has understood the message. If the receiver looks

confused, you need to clarify or provide other related information.

1. 4 Forms of Communication

¥ s BB R

1. 4. 1 External and internal communication

External communication means a message originates within a company and is meant

to send to receivers :outside the company. Communication with customers, sales
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representatives, government agencies and other relative departments belongs to this

category. Internal communication means this message is designed to send to receivers
within the same organization. An e-mail from a manager to his secretary is a kind of
internal communication.

1.4. 2 Downward, upward and lateral communication

Downward communication occurs when a message is sent from a superior to his
subordinates , from a manager to his personnel. Instructions or policies from the hoard of
directors to all the employees travel downward.

Upward communication refers to communication from subordinates to supervisors.
When employers express suggestions for improving production, their feelings and
opinions about their jobs to their supervisors, communications travel upward.

Lateral communication means a message is sent between persons of the same status
among an organizalion, for example from sales manager to production manager. This
kind of communication is often called horizontal communication.

1. 4. 3 Written, oral, and electronic communication

Written communication means letters, memorandums, and reports. This kind of
communication also includes agendas, minutes of meetings', speeches and annual
reports. Oral communication indicates that something can be sent quickly and provides
immediate feedback to the sender, such as face-to-face conversations and telephone
conversations. As modern technology develops, more and more advanced equipment is
used in communication. Electronic mail or’ e-mail and voice mail are two kinds of

electronic communication.

1. 5 Responsibilities of Participants
7 RBEB SRS

1. 5.1 The sender’s responsibilities

The sender’s responsibilities in the communication process are critical and
sometimes determine whether the communication is successful or not. The sender’s
responsibilities include these three ways: (1) to analyze and understand the receiver

(audience analysis), (2) to analyze the environment in which the message will be

_2_
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sent, and (3) to solicit and interpret feedback.

o Audience analysis

There are no two people alike, so the more you know about your receiver, the
better you will be able to analyze your audience. Knowing about your receiver’s
background, interests, attitudes, emotional state will help you select the ways that you
will deliver your message. One common pitfall when using audience analysis is the
I-attitude. When conveying messages, senders need to employ the you-attitude. The
you-attitude focuses on the needs, interests, and concerns of the receiver while the I-
attitude focuses on the sender. The former will make you be accepted easily.

® Message environment analysis

Another factor a sender must consider when sending a message is its environment.
Message environment refers to the physical and social setting in which a message is
sent. Physical environment is something like that when your group are behind schedule,
you probably do not ask for time off or when your boss is flying into a rage, you will
decide not to ask for a pay raise.

@ Solicit feedback

A successful sender always encourages his or her receiver to make feedback. Your
attitudes or your verbal or nonverbal languages are key elements. When your message
receiver feel you are open, sincere, honest, and considerate to their needs, it is more
likely that they will make feedback.

1. 5. 2 The receiver’s responsibilities

The receiver’s responsibilities are important and can be more easily controlled than
those of the sender. Generally speaking, the receiver’s responsibilities are to read and to
listen carefully.

If the receiver wants to get information eagerly, he or she will be willing to pay any
price to get it, that price is your time or your attention. When you read, you come upon
a word that you don’t understand, don’t hesitate to look it up. Listening is a more direct
way to communicate. When you don’t listen carefully, you seldom can make any
responsible response or you may mislead others. Good listeners also check

understanding by clarifying understanding or paraphrasing.

_6_
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1. 6 Summary

// hog

This chapter tells us the basic information of communication. The importance of
communication is obvious and becomes more and more practical in our daily life and
professional life. Functions of communication are to inform, to persuade, to promote
goodwill and to build self-esteem. The most important keys in communication process
are senders, message, channel, receivers and feedback. Forms of communication are
varied according to the different classification. They can be divided into external and
internal; upward, downward and lateral; written, oral and electronic. Responsibilities
of senders are audience ‘analysis, message environment analysis and to encourage

feedback and receivers, responsibilities are to listen and read effectively.
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1.7.1 True or false

1) The primary participants in the communication process are senders and receivers.

2) All business messages should promote good wills.

3) Nonverbal symbols are seldom used in communication.

4) Among supervisors and their coordinates, there are upward and downward
communication.

5) Audience analysis should be a major tool for the effective senders of messages.

6) Exiernal communication only occurs between customers.

7) Senders, responsibilities are to listen and to read carefully.

8) Sometimes a letter can be written in internal communication when delivered
from one department head to another.

9) To encounter different customer, you may use the same attitude and the same
words to show them your concerns.

10) Message can not be affected by the environment in which it will be sent.
1. 7.2 Answer these questions

1) What is communication?

2) What are major responsibilities of senders and receivers?

3) In which situation lateral communication can be used?

4) In most job situations, how important is communication? Why?

5) Among these factors, which one is the key element for a successful communicator?
1. 7.3 Writing tasks

1) Write down the main steps in a communication process.

2) Please write “How important communication is in business”.



