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Stasiuk T.V.
Dnipro State University of Agriculture and Economics

PROFESSIONAL COMMUNICATION IN THE WORKPLACE:
OVERCOMING THE BARRIERS

Professional communication applies to all exchanges of information
generated inside a company. Business communication should be characterized by
professionalism, expressed by actions, attire, wording in an email, body language
during a meeting, tone of voice on the telephone, and attention to correct grammar
and proofreading. Professionalism also involves living up to the standards of your
profession, including ethical standards. An effective professional communicator is
appropriate to the situation, clear and concise, and ethical. Professionalism is as
important in writing as it is in speaking.

Success in communication is affected by an array of factors that go beyond
the language you use, including the physical, social, and cultural context in which
you communicate; your relationship with your audience; and the audience’s
knowledge and expectations. The following sections provide more insight into why
communication is so challenging.

Here are the four main types of business communication:

Internal downward communication: Information sent from superiors to

subordinates.
. Internal upward communication: Communication that moves up a
company’s hierarchy from employees to managers to executives.
. Internal lateral communication: Employees or departments at the same level
interact through face-to-face conversations, calls, texts, chat messages, or emails.
. External communication: Interactions with customers, suppliers, vendors,
partners, or other external stakeholders.
Effective business communication means clear, concise, and timely messaging.
It builds bridges between employees and management and promotes effective

collaboration across your organization.
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It ensures that colleagues can work together to improve business processes,
increase efficiency, make better decisions, reduce mistakes, and achieve business
goals aligned with core company values.

According to the rules of effective communication, your messages should be:
1) Complete with all necessary information; 2) Correct, true, and accurate;
3) Clear and straightforward; 4) Considerate in response to listeners and readers;
5) Concise, short, and direct; 6) Concrete or coherent and include solid facts from
credible sources; 7) Courteous, polite, and respectful.

Whether downward, upward, lateral, or external, most business interaction appears
in one of three forms. Let’s look at verbal, nonverbal, and written communication.

Verbal communication. Real-time  conversations  with immediate
feedback are the most accessible and personable way to interact in the workplace.
You use verbal communication in three ways:

. Face-to-face communication is crucial to forming relationships. It allows us
to read and respond to facial expressions, body language, tone of voice, and other
nonverbal communication. This establishes trust, builds rapport, and allows
collaboration with each other.

. Telephone calls provide immediacy, real-time feedback, and even a feeling of
intimacy and privacy. Stress and tone allow us to express and understand emotions.

. Virtual meetings allow more room for nonverbal communication than phone
calls. Suitable for bringing remote team members together. They can be formal or
informal but need to be structured with clear objectives.

Written communication. Whether handwritten, printed, or typed, writing
creates a permanent record of instructions, information, and decisions. These can be
referred to repeatedly to avoid confusion or disagreement. Three common types of
written communication are:

. Emails and other electronic forms of communication: Emails, chats, or Slack
messages aren’t always the best choice for urgent issues. But they are perfect for

sending information that recipients can read and respond to at their convenience.
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. Memos: Memos should be short, easy to understand, convey essential
information.

. Reports: Use precise language, organize your ideas and information logically,
and provide specific, actionable recommendations.

Nowadays it is very popular to communicate via Instant messaging (IM)
technology, which is a type of online chat allowing real-time text transmission over
the Internet or another computer network. Messages are typically transmitted between
two or more parties, when each user inputs text and triggers a transmission to the
recipient(s), who are all connected on a common network. It differs from email in that
conversations over instant messaging happen in real-time (hence "instant").

Most modern IM applications (sometimes called "social messengers”,
"messaging apps" or "chat apps") use push technology and also add other features
such as emojis (or graphical smileys), file transfer, chatbots, voice over IP, or video
chat capabilities. Instant messaging applications can store messages with either local-
based device storage (e.g WhatsApp, Viber, Line, WeChat, Signal etc.) or cloud-
based server storage (e.g Telegram, Skype, Facebook Messenger, Google Hangouts,
Discord, Slack etc.). Tips for Efficient Instant Messaging at Work [1]:

1. Greet the other person briefly at the start of the IM conversation. Don't do the
equivalent of barging in with a business question without saying hello. Be courteous.
2. Wait for a response to each of your comments before adding more. Otherwise,
you won't be sure which comment the other person is addressing.

3. Do your best to use correct grammar, punctuation, and spelling. Mistakes will
happen, but don't make them knowingly. They get in the way of quick understanding.
4. Use the word ""we" cautiously or avoid it. It may refer to you and your team, or
you and the other person. Instead write "our team" or "you and me."

5. Avoid passive verbs such as "should be downloaded.” Passives don't make it clear

who should do the action. Instead use "Download," "I have downloaded," or "Your IT
administrator will download."
6. In IM exchanges with customers, when you use boilerplate text (for example, to

respond to common customer questions), edit the boilerplate so it suits the situation.
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For example, if you have just told the customer "I will be glad to help," cut the "I will be
glad to help" statement from the next boilerplate response. Otherwise, it will be obvious
that you are pasting in rote responses.

7. As with other business messages, avoid humor unless you are certain the other
person will understand and enjoy it.

8. Avoid sarcasm. People cannot distinguish between seriousness and sarcasm in
those plain, flat words on the screen.

9. End the conversation with an official sign-off, for example: "I am signing off
now." That way, the other person will know that you believe the exchange is
complete, and you won't have a bunch of empty chatter winding down the
conversation. But wait a few moments to see whether the other person acknowledges
your sign-off or instead says, "Wait-there's more!"

10. Re-read before you hit enter. If your brain works faster than your fingers, you
leave out a word, combine two words in your messages, take the extra second to read
your sentence before hitting enter.

11. Discuss one thing at a time. It’s very easy to get two or three threads of thought
going at any one point. Take a breath, and just pick one thread, answer one question
and finish that train of thought, then come back to the other and repeat as needed.

12. Ask if now is a good time. | know the question you have is just burning waiting
for a great answer! It’s so easy to send along that simple harmless message. Instead of
posting your question to them, simply ask if it’s a good time or when a good time

would be. You don’t want to break someone out of their flow.

1. Stasiuk T.V. Professional Communication. Dnipro, Osnova, 2024. 256 p.
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