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Specifics of Communication Management of
organisations in virtual environment
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The major aim of the present article is to compare the
specifics of communication management of organisation in
traditional communication process to those in virtual
environment and on this base to outline the leading
characteristics of the managerial process of communication
in virtual environment. Once these characteristics are
identified the managerial process of virtual communication
could be put under optimization in terms of time saving and
resource using (human, financial, technological).

Abstract — The new technologies allow intensification of
organisation business communication via on-line tools,
respectively in virtual environment. In terms of management,
this opportunity for communication (as an integral and
supported part of the overall management of organisation)
gives leaders a total new approach in order to manage easily
teams, groups, and individuals. The aim of the paper is to
present the major specifics of organizational communication
in virtual environment based on the business organisation
experience gained so far and the analysis of the existing
scientific literature. We explore the elements of the traditional
communication process and compare to these of the
communication process in virtual environment. As a result,
we will outline weaknesses and strengths of the traditional
and virtual communication in the context of the
organizational management. Our main conclusion is that
virtual communication could be considered as a useful
managerial tool in case of physical distance between
communication participants, but on the other side, the
traditional form of direct communication rests preferred both
from managers and employees.specifics of the professional
meetings in virtual environment.
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II. LITERATURE OVERVIEW
Different forms of communications in virtual
environment are focus of numerous researches from
different scientific aspects. Understandably the main accent
of the researches is put on the specific of this
communication and its reflection to the young people (due
to the fact that they obviously prefer this way of
communication, including in case that they have direct
access to the other participant/s of the conversation). On
the other hand, the possibility of real communication that
new technologies offer is used successfully in business life
and business activities especially in case of having
international teams or multinational corporations located in
different geographical places. Glikson and Erez explore the
specifics of communication climate in virtual teams. After
conducting a profound research covering sixty virtual
teams, they prove the hypothesis that relationally-oriented
content, communicated in the first message, and exchanged
in the early stage of team formation, facilitates the
emergence of psychologically safe communication climate,
which in turn improves team performance (Glikson, Erez;
2019). Working specifically in the same field, an USA
research team concludes: As virtual teams are becoming
more frequently implemented within organizations,
research examining the effect of virtual tool use on team
functioning has correspondingly expanded. One primary
focus of this literature is the impact of virtuality on team
communication. However, findings remained mixed.
Specifically, the impact of virtuality on the mechanisms
between communication and performance as well as the
simultaneous moderating effect of contextual factors on
this relationship remains to be fully examined. One reason
for this lack of clarity stems from ambiguity regarding the
elements that constitute communication (Marlow,
Lacerenza, Salas; 2017). Laitinen and Valo conduct
qualitative study exploring the role and meaning of the
communication technology in virtual teams. As results,
they claim the following: Communication technology has
several meanings—it is seen as a tool for work, a reason for
uncertainty, a useful benefit, a challenge, an object of
competence, an entity of technical properties, a subject of
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I. INTRODUCTION
Modern world is a world of new technologies
influencing literally every piece of our personnel and
professional life. Today’s competition is so strong and
complex that forces managers constantly to looking for
new opportunities for competitive advantages. One
direction of new technologies focuses on the new ways of
communication offering technological solution for distance
on-line communication but with almost full package
advantages of direct communication. Smartphones,
different elaborated apps, on-line platforms for group
communication allow intensification of communication and
could be successfully used for professional purposes.
Therefore nowadays communication in virtual environment
is no longer a priority only for leisure and a pleasant
opportunity of spending free time as personnel decision,
but turns also into a leading opportunity for enterprises in
their striving to improve the results and positions. From
totally virtual organisations to modest family firms – each
business organisation uses to a different degree in everyday
business life communication in virtual environment, direct
result of the technological development and innovations.
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2018). The research of two German scholars also outlines
the specifics of virtual teams, based on the profound study
on the existing literature. They point out the following
numerous leading factors that influenced the virtual team
performance, classifying them into the seven general
categories: 1. case studies (with the following factors:
social online activities and non-hierarchy); 2.
communication (factors: routines and dedication to
teamwork); 3. distance (factors: psychic distance and time
lap); 4. goal (factors: goal specification and shared mental
model); 5. group (factors: individual properties, culture and
virtuality of team); 6. management (factors: technology use
and management skills); 7. technology (factors: technology
properties and team support). They also concluded: A lot of
assumptions concerning VTs seem to be made in the light
and under the influence of knowledge on traditional
teamwork. Analyzing these assumptions leads to
unexpected insights, such as the example of the psychic
distance paradox. A second intriguing example is shown
through the study on how severely online and offline
culture can differ within one cultural sphere. This implies
that the workforce, including management, needs
enlightenment, awareness and training apart from
traditional intercultural competencies (Großer, Baumöl;
2017). Exploring the role of new technologies in the sphere
of digital communication, Mukherji and Arora claim:
Modern technological advances have enabled today’s
generation to function in the era of virtual communication.
An organisation is no longer encased within geographical
boundaries. Team members are often physically dispersed,
work across time boundaries and have multiple reporting
relationships. The concept of team has become dynamic as
membership of teams shift regularly (Mukherji, Arora;
2017).

guidance, a way to express closeness, and a shared space.
The results deepen our understanding of the role
communication technology plays in the day-to-day
interaction of virtual teams. The results recommend
developing both technological systems and team members’
ways of using them, as well as providing opportunities to
negotiate the meanings of technology and thus avoid frame
disputes (Laitinen, Valo; 2018). An Indian scientific team
presents a research focusing on the different aspects of the
effectiveness of the virtual teams. The scholars define
several critical characteristics that are essential for the
effectiveness of one virtual team: trust; information sharing
in the virtual teams; role of communication in the virtual
teams. Concerning the last one characteristic for the
effectiveness, the authors admit the following: All the
computer-mediated communication technologies face the
same drawback due to the lack of verbal and nonverbal
cues, compared to traditional face-to -face communication.
The verbal cues (i.e. tone of voice, verbal hesitation,
volume) and non-verbal cues (i.e. facial expression, body
movement, emotion) are however important sources to
process information from team members for tasks.
Compared with face-to -face teams, virtual teams face
problems such as “decreased social interaction,
communication, and emotional expression”. The human
and technology aspects need to be managed so that virtual
teams with attributes like high performance, high
commitment, and high cooperation and communication
(Bhat, Pande, Ahuja; 2017). The same topic concerning the
effectiveness of the virtual teams is the object if another
research. The scholars develop a conceptual model, which
hypothesizes a relationship between knowledge sharing,
trust, collaboration, and team effectiveness in virtual team
settings. The findings suggest that knowledge sharing
positively influences trust and collaboration among virtual
team members. The findings also suggest that while trust
positively influences virtual team collaboration, it does not
have a significant direct effect on team effectiveness
(Alsharo, Gregg, Ramirez; 2017). Again trust is the leading
characteristic for effective virtual teams, according to
another research. The authors especially outline the role of
building trust relationship among members of the virtual
team: While all successful managers must ensure that they
have provided the basic organizational support for their
employees, especially effective leaders also ensure they
build trustworthy relationships (Ford, Piccolo, Ford; 2017).

From different point of view is another study presented
by Wu, Mattingly and Kraemer. Scholars explore the
differences of communication in virtual environment based
on the spatial cues and gender. They reveal the following:
Verbal behavior differs in high and low-spatial cue virtual
environments; Male and female participants interacted with
a confederate in each environment; Text analysis of
conversation logs revealed differences by gender and
environment; Both factors influenced linguistic metrics,
particularly measures of collaboration; Results suggest that
spatial cues benefit social connection in virtual
environments (Wu, Mattingly, Kraemer; 2015).

An international research team from China and USA
explores the role of social media in the communication
process and its reflection to the effectiveness on the virtual
team collaboration. They summarized: Inter-organizational
projects face unique challenges and opportunities due to
team diversities and task complexity. Mobile social media
like WhatsApp and WeChat emerge as new-generation
collaboration tools in such endeavors… The results of a
larger-scale survey confirm that tool usability, task fit and
team connectivity contribute to virtual collaboration
effectiveness, which affects project management success
and team appreciation. In addition, there are noticeable
cross-country differences, especially the opposite
moderating effects that degree of use imposes on the
relationship between virtual collaboration effectiveness and
project management success (Zhang, Sun, Yang, Wang;

There are also a number of national researches
dedicated to the different aspects of digital business
communication, such as study for e-business
communication in the field of the real estate (DunevaStoyanova; 2019) or research for global Internet practice in
Business Communication and their influence in Bulgaria
(Mironova; 2019).
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between traditional business direct communication process
and the business communication in virtual environment are
graphically presented on fig. 1.

III. SPECIFICS OF BUSINESS COMMUNICATION IN
VIRTUAL ENVIRONMENT
Business Communication in Virtual Environment
possesses numerous specifics mainly as results of the
technological solution trough the help of which the
communication is happen. However, the major differences

Communication process in virtual environment
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Fig. 1. Differences between Traditional direct communication process and Communication process in Virtual
Environment
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Fig. 2. Basic technical elements for communication in virtual environment (for both communicator and recipient)
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Once the communicator and recipient have all this
presented technical equipment, there is two major possible
ways of communication in virtual environment:
asynchronous and synchronous communication (in terms of
time). In case of asynchronous communication the main
restriction is the timing of the conversation. The specifics
of asynchronous communication process, weaknesses and
strengths are presented on fig. 3.

As it can be seen on the fig.1, the communication
process in virtual environment is rather complex than the
traditional one. The real benefit of the traditional direct
communication is the fact, that the communicator and the
recipient are at the same tame in the same place which
allow to have direct visual contact and to share also all
nonverbal communication signs. Both processes allow
feedback, which is hugely important for any
communication (without paying attention to the character
of the dialogue – personal or professional). Tow-steps
communication allowing giving the feedback and transfer
of the role between communicator and recipient (on the
first stage the communicator sent a message to the recipient
and on the second stage the recipient himself becomes a
communicator sending feedback) has also huge importance
and in the business field, giving full clarity of the
transferred messages. This dialogue could continue until
both sides are completely satisfied from the quality and
clarity of the shared information. The essential difference
between normal direct communication process and
communication process in the virtual reality could be found
in the technical tools trough the help of which the
communication is happen.
When we consider business communication in the virtual
environment, then as one of the important specifics as an
absolutely base for such type of communication is access to
the Internet. Here we could speak for two important
elements, which have to be available at the same time, in
order to secure communication in virtual environment: first
one is the availability of Internet access (trough wifi or
optic networks etc.) and the second one is the availability
of the tool for Internet access (smartphone, tablet, computer
or other technical tool). Basic technical elements for
communication in virtual environment that are obligatory
are presented graphically on fig. 2.

Asynchronous communication could be considered as
useful tool that has two general strengths – first of all, this
type of business communication is suitable in case that
there is a huge geographical distance between all
participants of the conversation – including in case that
there is a significant time difference when the involved
persons are in the different continents. In these cases the
asynchronous communication is preferable due to the
convenience of the active time of the day of the
participants. Having in mind that the subject of
conversation rests strongly professional and therefore
important, then the managerial team has to secure the equal
possibility of participants in terms of needed time to
contribute qualitatively to the conversation. Here the
management has to secure also the equal timing in case for
data collection or any other activities expected from the
participants of the conversation. The second also important
strength of the asynchronous communication is due to the
specifics of the written communication, where there is a
clear evidences on all important elements: who assigns the
task; what are the requirements; deadlines, responsible
persons etc. In case of complex tasks with many
participants and different activities and requirements, the
written communication is preferable.
As far as synchronous communication is concerned, the
specifics, including its strengths and weaknesses are
presented on fig. 4.

Asynchronous communication
in virtual environment

Specifics

Strengths

Written communication – chat,
e-mail
Number of participants in
conversation may vary
Specific mail group or chat
groups could be formed (due to
the specific of the business
subject that has to be discussed)

Suitable for any geographic
locations of the participants of the
conversation
Suitable for more than two
participants of conversation
(everyone involved can see
everything)
Clear responsibility of all
participants for their words
(including specified deadlines for
tasks and responsible person)

Weaknesses

Lack of visual contact
Lack of non-verbal
communication signs (facial
expression, gesture)
Lack of intonation tones of the
voice
Possibility of misunderstanding
in case of used written irony or
indirect context of the words
Possibility of loss of time and
focus of the conversation

Fig. 3. Specifics of asynchronous communication in virtual environment
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Synchronous communication
in virtual environment

Specifics

Strengths

Verbal communication
(generally)
Written communication (in some
cases)
Almost direct form of
communication (generally)
In case of verbal communication,
the number of participants in
conversation has to be limited in
order to achieve quality of the
conversation content allowing
everyone to speak

Weaknesses

Suitable for closer geographic
locations of the participants of the
conversation (without any big time
differences)
Possibility of visual eye contact (in
some cases depending on the
programme used for the conversation)
Suitable for any case of importance
and emergency
Possibility of using both non-verbal
and verbal signs in conversation
Timesaving
Efforts saving

Technical obstacles: all
participants have to be
available and on-line in the
same time (requires prior
clarification and preparation);
Lack of written evidences on
the tasks, responsible persons
and deadlines;
Based on the trust between all
participants in the conversation
which could be easily and
rapidly changed

Fig. 4. Specifics of synchronous communication in virtual environment
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Fig. 5. Type of the communication used by managers in daily base according to their hierarchical position

In general cases, synchronous communication in virtual
environment is preferred due to the easily way of its
execution, which lead to the timesaving. On the other hand,
there are several of limitation, generally connected to the
number of participants and the type of subject discussed.
Synchronous communication is preferred for small groups
(maximum 4-5 persons) with high level of trust between
them and for operative everyday activities. For more
complex business tasks thus type of communication has to
be supported by written communication, which clearly and
undoubtedly identifies important elements such as tasks,
responsible person(s), deadlines.

and use in full degree and in everyday base all types of
communication – traditional and trough Internet.
Admittedly the technological progress gives managers new
possibilities to develop and improve managerial
instruments. When we consider the communication process
as one of the essential in organisation, that are integral key
part of all major managerial functions such as planning,
organizing, leading and controlling are, therefore the focus
of new development of communication trough new
technologies has to be included in the managerial agenda.
Results of the author’s special survey conducted among 53
managers (covering middle, senior and executive level of
management) on the types of communication they used
reveal really intrigue picture (fig. 5).

Both types of business communication in virtual
environment in fact use the benefits of the technological
progress. Therefore effective managers have to combine
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perplexing, to be understood. In this regard managerial
decision on the topic with not so grate importance at the
first glance, will become crucial for company’s internal
climate and as a result – its ability for adaptability and
flexibility. In all-important managerial functions and
activities communication plays key role and in near future
one of the requirements for the effective manager will be to
know and use all available technological solutions for
communication, but even more importantly – to possess
clear judgment combining in practice their straights with
the specifics of message and the characteristics of the
target communication group.

As it can be seen from the fig. 5, according to the
results of the survey, the Executives and the Middle level
managers spend more time in traditional direct
communication, which fact could be easily explained with
the specifics due to the hierarchical positions. Executives
have to participate in numerous direct meetings and events
on strategic level – for new partnerships and initiatives,
while the middle level managers have to be closed to their
teams. Therefore the direct traditional form of
communication is preferred for these two positions. On the
other side, we could see that all types of managers almost
equally use the asynchronous Internet communication. This
fact again could be easily explained with the usage of email communication for more complex and difficult tasks
that require sharing various files and information. Here we
have to include also the fact that many companies
nowadays possess Intranet channel, which also be used as
asynchronous communication tool in implementing team
task for instance. Anther interesting result is presented by
the answers of the senior managers. According to them,
they prefer using Synchronous Internet Communication on
daily base. Again this curious on the first look result could
be referred to the type of work they are responsible for. In
general case senior managers are the connection between
executive and middle management which fact could
determines the types of communication used in daily base.
In terms of time and effort saving, synchronous internet
communication gives them perfect technological solution
to execute their professional function in high quality way.
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Here, when we consider the type of communication
used in different managerial levels of organisation, we have
also to point out that communication tools used in different
hierarchical levels depend also and on the type and size of
organisation, on the specifics of the economic sector that
organisation operates, the intensity of innovations and new
technology of the company etc.

CONCLUSION
Communication and communication process is essential
for the development of business organisation.
Communication is the base of any organizational and
business activity and therefore could be considered as an
integral part of organizational life. Due to the development
of new technologies, nowadays managers possess
technological tools allowing almost direct communication
without paying attention to the geographical distance,
number of participants in conversation or complexity of the
discussed problem. Therefore today for one effective and
successful manager is not enough to be a good
communicator, but it is also important to know how to
combine and use the straights of all available
communication channels and tools taking into account the
specifics of the discussed issues from one side and the
specifics of the participants of the conversation from the
other.
Modern technical solutions provide managers with
different options to communicate, to make more precise
decision, to orientate better in the complex business
environment, which becomes even more difficult and
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