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O Explain the importance of effective Ay i) Jal il Al = 55 0O
communication to your career and to the BRGNP WL YON| R PN
companies where you will work. Lead

O Explain what it means to communicate asa 4w 8 —ieal) Joal gl a7 5 (O
professional in a business context. el

O Comparing the conventional communication sa-laill Joal gl dnlee 73 5w345 o (O
process model with the social (=il Jeal gl 23 saly
communication model.

A Identifying the benefits of business Jlae Y1 YLail L 5l 653 230 53 2as [
communication technology.

O Evaluating the role of modern technologies — (wad 85 paleall cilislll gy aaas (]
in improving the effectiveness and efficiency el Jeal sill 3L 5 Allad
of professional communication

O Learn about the fundamental principles of  Jual sill 4rulu¥) saladdl e oyl O

ethical and legal communication.
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0 Communication is the process of (m Sy laslaall Joliidlee o Jual i) O

transferring information and meaning  _iS) sl dlus g alasinly elld g Jitnall § Ju yall
between senders and receivers, using «aal Jual sill el Sy Juai¥) il (e
one or more forms of media. For (e sl agdl Ja 8 aaly O
communication to be considered al kY
successful, it also must transfer or
negotiate understanding.
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O You can have the greatest ideas in the 2 Y dale LSl il HLSa elnl ,<503 0
world, but they usually aren’t much adaiog ad13) 1588 4 pgall @l e 5l SUiS 5 5
good to your company or your career if . gLl g 7 guin o Lgic il
you can’t express them clearly and

persuasively.

O Some jobs, such as sales and customer a2y Olanall @illay J A c@ilhgll a2y (]
support roles, are primarily about ool sill Joa ¥ alaall 3 ) saali o Dlaall

communicating. y
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QIf you move into an executive role or <hiS,a clal 5 Ul Gaaie cals 13 O

Lecture

launch your own company, you can dwalsll ellging ol adgiall (ed daalall
expect communication to consume the (ndill ¢l jaadd @&y 1S e a
majority of your time. Top executives (x5 «Jual sill 3 aglac S8 alara () gualy
spend most of their workdays ©sShia Y il Jle¥) dia ) Lol
communicating, and businesspeople who el J Jsmasll Abd Juadl @l jlea

can’t communicate well don’t stand much ualiall

chance of reaching the top.
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U No matter which route you follow,

keep in mind that the world is full of

good marketing strategists, good

accountants, good engineers, and
good attorneys—but it is not full of
good communicators. View this as an
opportunity to stand out from vyour

competition in the job market.
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O Aside  from  the personal  benefits, oS0l s doadall a6l s ) 0
communication should be important to you age 43 el il il AL 1 sl Jual 5l
because it is important to your company in bl c¥l_sa A 8 oliS , G
three essential areas:
v’ Operations: Every company needs fast, @ d—alg A4S 8 JS zUas alalad) v/
effective communication between managers calud¥l Jalas ¢l sall 5 (gl (o Jlad g
and staff, within departments, between Cmolaidll LS 385 4S8 Cpg ) G
departments, and between the company and RSTIENGIEN|
its external business partners. p
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v’ Intelligence: Companies need to keep a 4&dyislic ) @l Sl #lday plsad) v/
constant “ear to the ground” to be alerted  ¢s1aall JSLEWl 5 Hhaladll 5 (1 8l 3 jaioa
to new opportunities, risks, and impending La i Wil
problems—both internally and externally.

v Relationships: Just as in personal and 4maddll @l 8 Jall s WS cldbal) v
social relationships, business relationships e 4o il QLA A diad e laial)

depend on communication. Jual il
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What makes business communication effective?
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To make your communication efforts as effective as
possible, focus on making them practical, factual,
concise, clear, and persuasive:

v" Provide practical information. Give recipients
useful information that helps them solve problems,
pursue opportunities, or take other action.

v' Give facts rather than vague impressions. Use
concrete language, specific detail, and information
that is clear, accurate, and ethical. When an
opinion is called for, present compelling evidence
to support your conclusion.
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v' Communicate efficiently. Concise messages show
respect for people’s time, and they increase the
chances of a positive response.

v' Clarify expectations and responsibilities. Craft
messages to generate a specific response from
readers. When appropriate, clearly state what you
expect from audience members or what you can
do for them.

v' Offer compelling arguments and
recommendations. When a situation calls for
persuasive communication, show your readers
how they will benefit if they respond the way you

\_ would like them to respond.
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Elements of Professionalism
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To be respected as a true

professional, develop these

six qualities.
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v’ Acquiring, processing, and sharing information. .S L g Lgiallaa g cilaglaall Ao Joaal) v/
Employers expect you to be able to recognize  apaai e 5 adll elic Jall Claial adgiy
information needs, locate and evaluate reliable W _jolaas aj0ad 5 (il slaall (i clilalial
sources of information, organize information iy yic Jilu ) A Leadatiy cleani ¢ 43 6 sall
into cohesive messages, and use information o3 iy Le Llle @L\ J 8 Lgaladn bl
ethically. This collection of skills is often <laglaall 483L" Ay & jlgall (10 Ao ganall
referred to as digital information fluency. Maad )l

v/ Using communication to foster positive .Aulan) Jwes cl@e ol Jual sil) aladiu) v
working relationships. This task includes ol i s jlasy cglaiul) A ogall oda Ja i
listening, practicing good etiquette, resolving & Joalsill 5 ¢l jials cile) [l Ja g ol Ll
conflicts respectfully, and communicating with Ac gite Ll e Galadl
people from diverse backgrounds.
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v' Representing your employer in the public /dsi alall Jlaall b dle calia b v/
arena. Employers expect you to act responsibly 48l yial g 4 g 5asar (i pall) dlia Jaall Olaal
and professionally on social media and in other (— La ye 5 claia¥l Joal @l g e
venues and to follow accepted standards of aclsdll 84 gdall juladll o) Y 5 cilaiall
grammar, spelling, and other aspects of quality  4USH il sa (e L jue 5 Ay 5 4 gl
writing and speaking. Baall &aadll

Lecture

v Efficiently using the tools that your employer J—aad) caala La j8 gy i) <l galY) aladic) v/
provides. Aside from in-person conversations <lelaa¥)yalfiaall ila Jld delisy
and meetings, every instance of business Ain & Jual il JISET aen el 6 il
communication involves some level of ilaial a8y 1A) (L o) S Le Lladiin) Janl)
technological assistance, so employers expect a il <l V) aladiul sala) ik gall (e Juand)
level of proficiency with the tools they provide L9 8 o

ou to use.
! Yy
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Exploring the Communication Process
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by understanding communication as a process with
distinct steps, you can improve the odds that your
messages will reach their intended audiences and
produce their intended effects.

This section explores the communication process in
two stages:

v first by following a message from one sender to
one receiver in the conventional communication
model.

v' and then by expanding on that approach with
multiple messages and participants in the social
communication model.
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e The conventional communication model SOy
01 &I Ll g3 ) gad
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5Kl o2 jaa i p—. iy i
D, 3 Jumisly Jou sl VTS,
i = Al A
2. Sender e -
. Jual) 5Lid Al 0 :
encodes that idea L& ol 6. Receiver
in @ message 4. Sender 'Z.su ) decodes the
3 Sender transmits the message
1 8 Sender haS produces that r_—-——-—_message through \ 5 Receiver 7 Receiver
PIR\ AT a medium IMesaage message
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feedbackto the = =i
sender Jraal)




IEEte The social communication model

Sy Jual gill 73 gad

MIDOCEA|

UNIVERSITYl

1 The conventional model presented illustrates
how a single idea moves from one sender to
one receiver. In a larger sense, it also helps
represent the traditional nature of business
communication, which was primarily defined

by a publishing or broadcasting mindset.

Lo 5,88 JE5 (aS e gall (saliill 3 gl mia sy O
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O Externally, a company issued carefully scripted
messages to a mass audience that often had few
options for responding to those messages or initiating
conversations on their own. Customers and other
interested parties had few ways to connect with one
another to ask questions, share information, or offer
support. Internally, communication tended to follow
the same “we talk, you listen” model, with upper

managers issuing directives to lower-level supervisors

\_ and employees.

Baza Jilu ) 4 o8 ClS ) cilS sl a8 (O
Oraisall (5] LS 5 a5 ) sgan () Ay
sy 5 Jilus )l 038 e Jeliill 33 gane )l
Jal sl Qi s i (Y1 Lal ) ) 5
AV Lumall Glgall s ¢ Slanll claiaY)
A 7 sl g Gl slaall Jalii g Jelail) da
il gadl Jala (il g o) Y1 AS L Gia g
G (Lgliie B3 s aiy sl Juaty) oS
b sall () Slagdadll aa g3 Llall 3 laY) (S
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O However, in recent vyears, a variety of =l Cualu aaY) Gl el o 0
technologies have enabled and inspired a new bl 8 (53 yusd Calaa) 8 i)y
approach to business communication. In contrast (S e 5 JweV) Jaa b Joal il
to the publishing mindset, this social ziseill lia el doalill Jaal sl caulll
communication model is interactive, <« Jeldll daglday cldial) Jual gll
conversational, and usually open to all who wish & () 3l psen alal 3le 7 e 5a s
to participate. Audience members are no longer 2 —=s Jsganll 22y alcelly 4y A5 LA
passive recipients of messages but active (- Oalkd £S5 ) sanal Jb e Caradiie

participants in a conversation. Sl il e
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O Social media have given customers and other leallsedaall eldial¥) Jual gl Bluy caia O
stakeholders a voice they did not have in the past. =25 ¢adl ) (e snxill da 8 (5 1AV dginadll
Instead of transmitting a fixed message, a sender  Jlu ) e Yo I8 (e agd dalie (S5 2l dia b
in a social media environment initiates a dealsill Ly 0 seadial) oy Al Bl
conversation by asking a question or sharing S e 5l ALVl 7 3 b e 1)) sa olaiaYl
valuable information. Information spread this way = <laslaall sda Jiaei iy Le Llle 5 A8 Slaslas
is often revised and reshaped by the participants sl s sale) aie (€ Ll Jd (pe Loy ghai
as they forward it and comment on it. People can WS sl Ledlai a5 agiSay Cana dlgile Balaill

expand it, confirm it, amplify it, or refute it, sellalia¥ L 8l 13 dan & o La 3

\ depending on their needs and interests. oY 5 g )
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Conventional Communication:
“We Talk, You Listen”

: 8l Jual gil)
"G graiad all) g (Caadi

The Social Model:
“Let’s Have a Conversation”
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"aall Ugsa"
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O The social communication model offers many <Ll 3l (e naall celdial¥) Jual 6ill #3503 Jie O
advantages, but it has some disadvantages as el c«cosanll (may e Liail Jai iy 4

well, starting with less control. People inside (Sab (LS Lallal oSai ) (g g8 wia (al 433

and outside a company have always been able sy i 28 Lea jla 5148, 30 8 cplal )
to refute management statements or spread  4S_-&ll calaal o V) cclail &l i o 3y
rumors, for example, but owners and (283l e 08l ey o <lia | 6K 3 oY)
managers could assert at least a degree of Aabiall Jual sill ol JLA (yiuail 1,00 ¢ ) eyl oda
control because the options for everyone else Lealadin) A8lKT o1& ) 5 op A

were limited and often expensive.
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 more stakeholders have a say in the conversation via
social media, they can use the megaphone power of
the crowd to shape public perceptions in significant
ways, such as arranging boycotts of companies
whose policies they disagree with or influencing

where and how companies advertise.

d Once a message gets out in the “wild,” it can be
amplified, distorted, or misused in ways the original

sender never envisioned.

Jual 5l 3 daliadl Claal 48 jlie o) 3 ae O
agilSaly mcal ¢ elaia¥l Jual gill Jilus ye
IAA (e caladl (gl ) 8 € ISy Ll
CMan ardaii Jle caul sl aa 8l alasi
deivlin Ao 0588 5 ¥ Al @IS 58l dadalis
Ao Y Letladl ind (8 A
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O A second potential disadvantage of the social model gzl 3 sl L Zsaill 1A e ey U
is complexity. Companies and individuals have =) Jsa sl A lSa) o Y15 clS il o)
access to more information than ever before, which  <ilsa 41yl 58 5 cila slrall (e dlila CilpaS
is both positive and negative. On the negative side, e 33 ) cduladl il sall ey Al g Anlay)
there are more communication channels to monitor, 332 Lgidl jo a8l Joal gl &l 538
more work is needed to separate valuable (e 3uidl Ciloglxall Juadl HSTaga ) dalall
information from noise, there is a greater risk of the  ha 831 (e Stiad dad ) e Cila gladll
spread of false information, and there is a greater (=8l 3Y¥) aagi s Allcadll cila gladll Ll

threat of information overload. Sl glaall
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O Noise and distractions. External distractions range 4as Al Glitdall # 4 5 Cliidall g slua sall O
from uncomfortable meeting rooms to reminders _s—¢bs iyl e Gl elaa¥l aleld
popping up on your screen while you're trying to .3¢) -l ol AU oL A alall e il pSal)
write or read. Internal distractions are thoughts and  _s¢eal) aiai jeliay HlS8l o ddalall ciliiidl)
emotions that prevent audiences from focusing on 82 ol Jila Hll e S il s
incoming messages.

0 Competing messages. Having your audience’s Jw\Sll &) sean alaial (i o) Adlitall Jila d) O
undivided attention is a rare luxury. In most cases, (&Ll elile (YAl alana 8 5 50l duald ) 3ay
you must compete with other messages that are (=) Js—asll Jslad -l 5 AN Bl ) ae
trying to reach your audience at the same time. Andd G l) 8 & gean y
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O Filters. Messages can be blocked or distorted by
filters, which are any human or technological
interventions between the sender and the receiver.
Filtering can be intentional (such as automatically
filing incoming email messages based on sender or
content) or unintentional (such as an overly

aggressive spam filter that traps legitimate emails).

(J Channel breakdowns. Sometimes the channel

simply fails to deliver your message at all.

a5 Leipad o) dil )l coaa Sy 338N O
i Ao sl iSE ) A s AN (g A ¢y
Jie) 83 gumnia 3,808l () 5S35 28 | Jitsall 5 Jas el
¢y LAl 3 ) sl 5 STV oy pall il yiuad
Jia) 33 3aia e ) (sdiaall 5l Jsall e
Ty JSy ey (5301 31 pinl) 3y 5 il ol
(e spsall A5 IV Jilu N ey
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Ll il o 55 3 Joi¥) 5L
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How Audiences Receive Messages
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U Consider audience expectations. Deliver
messages using the media and channels that the
audience expects. If colleagues expect meeting
notices to be delivered by email, don’t suddenly
switch gears and start delivering the notices via
blog posts without telling anyone.

L Make messages user-friendly. Even if audiences
are actively looking for your messages, they may

not get the messages if you make them hard to

find, hard to navigate, or hard to read.

\_

Syl a38 @ jlte) b ) ggaadl cilad gl i O
13 . sl Lgad gy il il 5 ial) g Jail s gl aladi ol
e Clelaial¥l Gl lad) arud O 28 51 33 ) (S
Ju ) (8 1oy slad o jluse it Db ¢ 35 SIY1 3, 50l
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O Practice empathy. Make sure your messages
speak to the audience by clearly addressing their
wants and needs—not just yours. This is the
essence of the concept of "focusing on others."

U Design for compatibility. Make sure your
messages are compatible with the devices your
audiences will use to read, listen to, or view them.
For example, websites designed for full-size

computer screens can be difficult to view on

mobile devices.

) seead) lalas @il o) e XU calaletl) e O
- g agilalial g agilae ) Al A
asgie A sa s 1aa clilalial g olile ;) dasd il
Mo AY e S

5eaY) e A3 e il o e B, 331530 aaa O
Leall g lain¥) ol Lgtel Jil ) ygan Lgaadiumn (Al
Caall (e 5% 28 (JU i e Lgiaalin
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A sanall 33621 e anall
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J Emphasize familiarity. Use words, images,
and designs that are familiar to your
audience. For example, company websites
usually put information about the company
on a page called “About” or “About Us,” so
today’s audiences expect to see such

information on a page with this title.

18 5ila gl s 15 505 el aniiad AN e 36, 00
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Using Technology to Improve Communication
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Contemporary business communication is a
technology-enabled activity, and your success
as a communicator will depend on vyour
comfort and skill with the tools you’ll have at
your disposal. You are already using some of
these tools, and you will be able to adapt your
experience with various forms of digital and

social media to workplace communication.

el yaabaall Jlae ) alle & Joal sill s
Joal giaS lalad ading s ba 5l oSl o LS
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» Making communication more effective by
helping people craft messages that convey their
ideas more clearly and persuasively.

» Making communication more efficient by
reducing the time and effort needed to create,
transmit, and consume messages.

» Improving research to help communicators
discover, process, and apply information.

» Assisting communicators with decision-making
by guiding them through complex sets of data.

» Removing communication barriers so more
people can participate in the communication
process more easily.
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)5 7 s s ap JLSE (o ped Jilu ) Aela

deally el O A e ol il 3LaS 33 3 B
LSl g Lglin g i 3l oLy e 3O

e Jal gl e pail el 3aclwal sl st B
Leanhi ¢ Letiallea g s glaall ol

(e el A 8 Jeal sl e caadlall 3acliwe 3
u\qbﬂ\wﬁwﬂbwﬁa@.@;ﬂdh

G el SN (e 2 el el sl i) (390 52 A ) 3
ST A gy Jaal il dlee 84S Ll

~N

_/

1-34



(‘

Lecture A
B _yalaall Jlaty) et Caua

The spectrum of contemporary communication technology

MIDOCEA

UNIVERSITY'

01

1. Social and Workgroup Communication Systems

Social media are digital platforms that empower
stakeholders as participants in the communication
process by allowing them to share content, revise
content, respond to content, or contribute new
content. Millions of companies now use public
networks such as Facebook and Twitter to connect
with customers, and many also have private, internal
social networks that are restricted to employees and
selected business partners. These private systems are
often enhanced with shared file access, group
messaging, and real-time collaboration capabilities
for brainstorming, reviewing and revising documents,
and virtual meetings.

Sl cle gana g Slaial) Jual gill dakai] |
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The spectrum of contemporary communication technology
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2. Mobile Communication

Mobile connectivity is revolutionizing
communication, allowing for flexibility, productivity,
and collaboration. With over half of internet access
now via mobile devices, it's essential in the digital
workplace. Business mobile communication uses
tools like social media, messaging, and apps for
presentations, project management, and financial

reporting.
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3. Intelligent Communication Technology

Intelligent Communication Technology (ICT) is a group of
capabilities that utilize artificial intelligence to improve the
communication experience. Al is now widely used in
business and communication, with companies like
Amazon, Apple, Facebook, Google, Microsoft, Netflix, and
Spotify relying on Al for their services. Recent
developments in Al have led to the development of
specialized systems for specific tasks, refined neural

networks, and the availability of massive data sets, low-

\ cost storage, and fast processors.
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3. Intelligent Communication Technology

ICT relies on several fundamental Al techniques,
including machine learning and deep learning, natural
language processing (NLP), and computer vision.
Machine learning focuses on understanding and
manipulating language in unpredictable ways, while
deep learning uses layers of neural networks to attack
problems at multiple levels. Natural language
processing aims to understand and manipulate
language in natural ways, while computer vision
analyzes elements of photos, videos, and live camera
images to identify their content. These advancements
are expected to play a key role in the future of

\ business communication.
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These tools help communicators make more-compelling
choices by offering suggestions and providing feedback or
by enhancing the audience experience with additional
information.

O Augmented writing systems analyze word and phrase
choices and suggest more effective ways to convey
ideas.

O Augmented reality tools enhance communication by
providing relevant information to users, such as on-the-

spot guidance for troubleshooting and repairing

\_ equipment.
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evaluation systems expedite job
application screening, especially in early stages of
the recruiting cycle. They evaluate resumes,
predict job interest, and assist in interviews with
chatbots and video analysis tools.

Automated writing now enables summarizing
corporate news and sports stories, with companies
like Yahoo! Sports wusing Al to generate
personalized draft reports and game recaps.

Chatbots and taskbots assist humans in various
communication functions, such as product
selection guidance and virtual assistants, enabling
companies to communicate more effectively and at
a lower cost.
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Ethics govern behavior and decision-making in
society, and communication efforts are a
company's public face. Ethical communication
provides complete and true information for
informed decision-making, without deception.
Companies must trust their audience to provide
accurate information, and intentionally violating

this trust results in unethical communication.
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1. Withholding Information:

Senders can intentionally withhold information
in social media proposals, avoiding responsibility
for mistakes or incomplete facts. Transparency
is crucial in conversations, ensuring all
participants have access to the necessary

information.
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2. Distorting Information: s ila glaall 4y gl | Y
Distorting information is an unethical practice that can  alaaiuly ¢y Jiy a8 @Ml e A jlae Dl glaall 4 o
involve words, numbers, or images. It can be done ¢l JSi el HLall (Sayy . seall 5l &8, 5 LK
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\ as information consumers and creators. )
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3. Plagiarizing:

Plagiarism is presenting someone else’s words
or other creative product as your own. Note
that plagiarism can also be illegal if it violates a
copyright, which is a form of legal protection

for the originators of creative content.
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Whether or not a company has formal guidelines in place,
every employee has a responsibility to communicate in an
ethical manner. To make sure you are communicating

ethically, keep these five questions in mind:

1. Is my intention honorable, and does it demonstrate

respect for my audience?

2. Am | giving my readers or listeners all the information
they need to take an informed stance or make an

informed decision?

Joal gill Ay calald ) Leaal A4S 4l cuilS ¢ g

A8 sk Jeal 51l e Jsaee ilage JS <Y Gl

pda aod ¢ EMAY) Joal gl ezl A@N

& e b duadd) ALY

sSad Ja 5 A yiaa g dpla) sl s )
s seanl Wl jial

Cla slaall apan aaiase 5l )30 a8l Ja Y
D8 sl caBge ALATY Ll g saliiag il

ETEBEY

~N




IEEte E[\suring ethical communication
EAY) Jual gil) Clasaa

MIDOCEA

UNIVERSITYl

. Have | considered the effect my message will
have on the audience and anyone else who

might be affected by it?

. Am | respecting the legal and moral rights of

anyone whose information or ideas | am using?

. Could a different approach produce a more

positive outcome for everyone involved?
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U Promotional communication.

Anyone who creates marketing messages needs to be
aware of the many laws that govern truth and accuracy
in advertising. These laws address such issues as false
and deceptive advertising, claims expressed on product
packaging, the use of celebrity testimonials, and bait-
and-switch tactics in which a store advertises a lower-
priced product to lure consumers into a store but then

tries to sell them a more expensive item.
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(] Contracts.

A contract is a legally binding promise between
two parties in which one party makes a specified
offer and the other party accepts. Contracts cover
a wide range of business scenarios, including
employment, purchasing and leasing, project
services, and nondisclosure agreements.

1 Employee communication.

A variety of local, state, and federal laws govern
communication between employers and both
potential and current employees. For example,
employers are required to inform employees about
workplace hazards, such as toxic chemicals.
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O Intellectual property.

Intellectual property (IP) includes copyrighted
materials as well as industrial property such as

patents, product designs, and logos.
O Financial reporting.

Finance and accounting professionals who work for
publicly traded companies (those that sell stock to

the public) must adhere to stringent reporting laws.
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(] Defamation.

Negative comments about another party raise the possibility of
defamation, the intentional public communication of false

statements that damage character or reputation.
L Transparency requirements.

Governments around the world are taking steps to help ensure
that consumers and other parties know who is behind the

information they receive, particularly when it appears online.
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communication skills are the single most important asset

you can polish as you launch and manage your career.

O Critical thinking. In many of the assignments and
activities, you will need to define and solve problems
and make decisions or form judgments about a

situation or set of circumstances.

O Collaboration. Depending on the configuration of
your course, you will have various opportunities to

work with classmates on reports, presentations, and

\_ other projects.
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O Knowledge application and analysis. The
ability to learn a concept and then apply that
knowledge to other challenges is a skill that

employers value highly.

(1 Business ethics and social responsibility. As
you work on projects throughout this course,
be mindful of the ethical implications that
you could encounter in similar projects on the

job.
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O Information technology skills. Use projects and — aol—diall a2as il 1ilea glrall Lo of oS5 & lga O
activities to build your skills with technology, e ¢l slsiSill aladinl o8 @bl jlea o jail dadsll
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O Data literacy. You’ll have multiple opportunities s shail sar2te e y8 el -l L el sl O
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