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Introduction:

Information and Communication Technology (ICT) plays a crucial
role in transforming the way businesses communicate internally and
externally. Information and Communication Technology (ICT) has
revolutionized business communication in recent years, transforming
the way organizations operate and interact with their stakeholders. In
the context of business communication, ICT plays a pivotal role in
enabling seamless and instant communication across various
channels. Traditional methods such as phone calls, letters, and face-
to-face meetings have been supplemented or replaced by digital
communication platforms, including email, instant messaging, video
conferencing, and social media. Woherem (2000) states that with
Internet connectivity, one can do business all over the world without
physicalcontact with the buyer or the need for a business
intermediary.

The adoption of ICT in business communication has yielded numerous benefits. Firstly, it has
significantly improved the speed and efficiency of communication. Messages can be transmitted
instantaneously, allowing for real-time collaboration and faster decision-making processes.
Additionally, ICT enables communication to occur irrespective of geographical boundaries,
facilitating remote work and global business operations.

Furthermore, ICT has facilitated the integration of different communication channels into unified
platforms, enabling organizations to streamline their communication processes. Unified

2788

Available online at: https://jazindia.com



https://jazindia.com/

The Transformative Power of ICT in Business Communication

communication systems consolidate various modes of communication, such as voice, video, and
data, into a single interface, enhancing convenience and reducing complexity.

The Internet is a global collection of many types of computers and computer
networks that are linked together. It is increasingly becoming the solution to
many information, problems, information exchange, and marketing (Adesanya,
2002).

ICT encompasses a wide range of technologies, tools, and platforms that facilitate the exchange
and management of information within and between organizations. Here is an overview of the
key aspects of ICT in business communication:

1. Internal Communication:
o Email: An email is a key element of corporate communication, allowing for
effective and asynchronous communications among employees.
o Instant Messaging: Platforms like Slack, Microsoft Teams, or WhatsApp facilitate
real-time communication and collaboration among team members.
o Intranets: The corporate intranet is a centralized mechanism for information,
documents, and press releases to be shared within an organization.
ICT has revolutionized customer communication and engagement. Organizations can leverage
digital platforms to interact with customers through personalized marketing campaigns, social
media engagement, and online customer support. This direct and immediate communication
fosters stronger relationships, enhances customer satisfaction, and enables businesses to gain
valuable insights into customer preferences and behaviors.

ICT is an umbrella term that includes any communication device or
application, encompassing radio, television, cellular phones, computer and
network hardware and software, satellite systems and so on, as well as the
various services and applications associated with them, such as
videoconferencing. (Margaret Rouse, 2005)

2. External Communication:

o Internet and Website Communication: Websites serve as a vital channel for
businesses to provide information to customers, partners, and stakeholders.

o Social Media: Platforms like Facebook, Twitter, LinkedIn, and Instagram enable
businesses to engage with their audience, promote products or services, and
gather customer feedback.

o Customer Relationship Management (CRM) Systems: CRM software helps
manage and analyze customer interactions, improving customer communication
and relationship management.
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3. Collaboration:

©)

Virtual Teams: The ICT facilitates the use of video conferencing, document
sharing and collaboration platforms to collaborate among geographically
dispersed teams.

Cloud Computing: The cloud-based tools and services provide a flexible, usable
environment for collaborative work where teams can share files, works on
documents in parallel as well as synchronize their efforts.

Project Management Tools: ICT provides a range of Project Management
Software for teams that allow them to plan, monitor progress, assign tasks, and
provide effective communication during the project's lifecycle.

4. Benefits of ICT in Business Communication:

(@]

Increased Efficiency: ICT streamlines communication processes, enabling faster
and more efficient information exchange.

Enhanced Productivity: Collaboration tools and platforms improve teamwork,
knowledge sharing, and decision-making, leading to increased productivity.
Global Reach: ICT enables businesses to communicate and collaborate with
stakeholders across the globe, expanding market opportunities and facilitating
international operations.

Cost Reduction: Implementing ICT solutions for business communication can
significantly reduce costs. Traditional methods of communication, such as long-
distance phone calls or travel for face-to-face meetings, incur substantial
expenses. In contrast, ICT tools offer cost-effective alternatives, like video
conferencing platforms to conduct virtual meetings and cloud-based storage and
document sharing platforms.

5. Challenges of ICT in Business Communication:

o
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Security and Privacy: Businesses need to address security risks associated with
data breaches, hacking, and unauthorized access to sensitive information.
Information Overload: With the abundance of digital communication channels,
managing and filtering information can become challenging, leading to
information overload and reduced productivity.

Technological Barriers: Organizations may face challenges related to
infrastructure, connectivity, and the digital divide, especially in regions with
limited ICT resources. Werthner and Klein (2005) stated that

the term ICT includes hardware, software, networks, and people that should be
united by inter-linking each one to the other in a systematic process to create
the necessary information that helps the decision makers, producing products,
offering services, promotion, controlling and for achieving business aims and

goals.
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Use of ICT before and after COVID-19 Pandemic:

The COVID-19 pandemic has had a profound impact on various aspects of society, including the
way businesses operate and communicate. Before the pandemic, ICT tools were already being
utilized by businesses, but the outbreak accelerated their adoption and highlighted their
importance in maintaining continuity during times of crisis. This paper aims to compare the use
of ICT before and after COVID-19, highlighting the changes and advancements that occurred in
business communication.

Before COVID-19

Some common uses of ICT in business communication before COVID-19 included:

e Email and Messaging: Email was widely used as a primary mode of communication, both
internally and externally.

e Video Conferencing: Video conferencing platforms, like Zoom or Skype, were employed
for remote meetings and virtual conferences.

e Cloud Storage and Document Sharing: Cloud-based storage platforms, such as Google
Drive or Dropbox, enabled businesses to store and share files securely.

e Social Media: Businesses utilized social media platforms to engage with customers, build
brand awareness, and promote their products or services.

After COVID-19:

The COVID-19 pandemic necessitated a rapid shift in business operations and communication
practices due to lockdowns, travel restrictions, and the need for social distancing. The reliance on
ICT tools significantly increased during this time. Some notable changes in the use of ICT after
COVID-19 include:

e Remote Work and Virtual Collaboration: Remote work became the new normal for many
organizations. Video conferencing tools became essential for conducting meetings,
interviews, and training sessions. Businesses increasingly adopted virtual collaboration
platforms that facilitated teamwork, document sharing, and task management in a remote
setting.

e Digital Transformation: The pandemic acted as a catalyst for digital transformation
initiatives. Businesses that had previously resisted change were compelled to adopt
digital processes, such as digital signatures, online payment systems, and e-commerce
platforms. This shift allowed them to continue operations and maintain communication
channels with customers.

e Telecommuting and Virtual Events: The use of ICT tools extended beyond internal
communication. Businesses began utilizing webinars, virtual conferences, and live
streaming to connect with customers, partners, and suppliers. Telecommuting and virtual
events replaced in-person meetings and gatherings, ensuring business continuity while
prioritizing health and safety.

e Customer Support and Engagement: With physical stores closed or limited in capacity,
businesses focused more on digital customer support. Chabot’s and Al-powered virtual
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assistants were employed to handle customer inquiries, aid, and deliver personalized
experiences. Social media platforms became even more crucial for businesses to engage
with customers and address their concerns promptly.

e Data Analytics and Insights: The pandemic highlighted the importance of data analysis in
making informed decisions. Businesses increasingly relied on data analytics to monitor
customer behavior, track communication effectiveness, and adapt their strategies
accordingly. Advanced analytics tools allowed organizations to gain valuable insights
and optimize their communication efforts.

ICT is clearly considered a key factor of business growth in the 21st century,
specifically, in the current vibrant business and highly competitive
environment which requires utilizing ICT to improve productivity and cost
efficiency, and to present high quality products and services to customers
(Allen and Morton, 2004).

Conclusion:

Information and Communication Technology (ICT) has transformed business communication,
offering a wide range of tools and platforms to enhance efficiency, reduce costs, foster
collaboration, enable global connectivity, improve customer communication, and provide
valuable data analytics capabilities. Businesses that effectively leverage ICT can gain a
competitive advantage by streamlining communication processes, expanding their reach, and
making informed decisions based on data-driven insights. As technology continues to advance, it
is crucial for businesses to embrace ICT and adapt their communication strategies to the evolving
digital landscape.

References:

Woherem, E.R. (2000). Information technology in the Nigerian banking industry. Ibadan:
Spectrum Books,

Adesanya, O. (2002). The impact of information technology on information dissemination. In
Madu, E.C. and Dirisu, M.B. (Eds.). Information science and technology for library schools in
Africa, Ibadan: EviColeman. Pp.10-24.

Crede, A., & Mansell, R. (1998). Knowledge societies... in a nutshell: Information technologies
for sustainable development. Ottawa, Canada: IDRC.

Allen, T., & Morton, M., (2004). Information Technology and the Corporation of the 1990s.
New York: Oxford University Press.

Werthner, H. & Klein, S. (2005). ICT-enabled Innovation in Travel and Tourism. Innovation and
Product Development in Tourism

2792
Available online at: https://jazindia.com



https://jazindia.com/

The Transformative Power of ICT in Business Communication

Margaret Rouse (2005) ICT (Information and Communications Technology).
http://searchcio.techtarget.com/definition/ICT-information-and-communications-technology-or-
technologies

O'Byrne, Sean. ICT: Information & communication technology. London: Letts Educational,
2003.

Tanburn, Jim, Alwyn Didar Singh, and Job Creation. ICTs and Enterprises in Developing
Countries: Hype Or Opportunity?. Geneva: International Labour Office, 2001.

Sahay, Sundeep, and Chrisanthi Avgerou. "Introducing the special issue on information and
communication technologies in developing countries.” The Information Society 18, no. 2 (2002):
73-76.

Basl, Josef, and Libor Géla. "The role of ICT in business innovation." IDIMT-2009 System and
Humans—A Complex Relationship (2009): 67-76.

Cloud-Based Contract Management Software Market Growth Analysis Report 2023-2030 |IBM,
Concord, Icertis.

Keil, Thomas, et al. "Information and communication technology driven business
transformation—a call for research.” Computers in Industry 44.3 (2001): 263-282.

Nikoloski, Krume. "The role of information technology in the business sector.” International
Journal of Science and Research (1JSR) 3.12 (2014).

Sein, Maung K., and G. Harindranath. "Conceptualizing the ICT artifact: Toward understanding
the role of ICT in national development.” The information society 20.1 (2004): 15-24.

Bakeman, Melissa Mary, and Lee Hanson. "Bringing social media to small business: A role for
employees and students in technology diffusion.” Business Education Innovation Journal 4.2
(2012): 106-111.

Soto-Acosta, Pedro, Manlio Del Giudice, and Veronica Scuotto. "Emerging issues on business
innovation ecosystems: the role of information and communication technologies (ICTs) for
knowledge management (KM) and innovation within and among enterprises.” Baltic Journal of
Management 13.3 (2018): 298-302.

2793
Available online at: https://jazindia.com



https://jazindia.com/

