ICSE Class 9 Commercial Studies — Chapter 3:
Communication in Commercial Organizations

3.1 Introduction

Communication is the process of exchanging information, ideas, instructions, and feedback
between individuals or groups. In a commercial organization, effective communication is vital
for smooth functioning, coordination, and achieving business goals.

3.2 Meaning and Importance of Communication

Aspect Explanation

Meaning Sharing of information between sender and receiver to ensure
understanding

Purpose To give instructions, take feedback, share updates, make decisions

Importance Improves efficiency, builds relationships, prevents misunderstandings

3.3 Types of Communication
1. Formal Communication

e (Official and structured flow of information

e Follows organizational hierarchy



e Examples: Memos, reports, official emails, meetings

2. Informal Communication

e Casual or unofficial communication
e Also called grapevine communication
e Helps build relationships and morale

e Example: Chats during breaks, informal discussions

3.4 Methods of Communication

Method Form Examples

Verbal Spoken words Phone calls, meetings, video
conferencing

Non-verbal Body language, tone Gestures, facial expressions

Written Text-based Letters, emails, reports, notices

Visual Charts/diagrams/image  Graphs, infographics, presentations
]

3.5 Channels of Communication
1. Upward Communication

e From subordinates to superiors



e Example: Reports, feedback, suggestions

2. Downward Communication

e From superiors to subordinates

e Example: Instructions, rules, company policies

3. Horizontal (Lateral) Communication

e Between individuals at the same level

e Example: Coordination between departments

3.6 Barriers to Effective Communication

Barrier Explanation

Language barriers  Use of difficult or unfamiliar terms

Noise Disturbance in the environment or signal

Cultural differences Different customs or communication styles

Poor listening Not paying attention or interrupting

Lack of feedback No confirmation if message was received or
understood




3.7 Principles of Effective Communication (7 Cs)

1. Clarity — Clear message with no ambiguity

2. Conciseness — Brief and to the point

3. Completeness — Includes all necessary information

4. Correctness — Free from grammatical or factual errors
5. Courtesy — Polite and respectful tone

6. Concreteness — Specific and factual message

7. Consideration — Keep the receiver’s perspective in mind

3.8 Role of Technology in Communication

e Emails, messaging apps, video conferencing, and cloud platforms have
revolutionized communication

e Faster, global, and more efficient interaction

e Tools like Zoom, Google Meet, Slack, MS Teams are widely used
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