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Abstrak

Era disrupsi digital telah membawa perubahan signifikan dalam berbagai aspek bisnis, khususnya
dalam praktik komunikasi bisnis. Perkembangan teknologi digital mendorong pergeseran dari
komunikasi konvensional menuju komunikasi berbasis digital yang lebih cepat, interaktif, dan
terbuka. Penelitian ini bertujuan untuk menganalisis dinamika komunikasi bisnis di era disrupsi
digital serta mengidentifikasi berbagai tantangan yang dihadapi organisasi. Metode yang
digunakan adalah pendekatan kualitatif dengan metode studi pustaka (library research), melalui
pengumpulan data dari berbagai sumber literatur seperti jurnal ilmiah, buku, dan penelitian
terdahulu. Hasil kajian menunjukkan bahwa teknologi digital berperan penting dalam
meningkatkan efektivitas komunikasi bisnis melalui kecepatan penyampaian informasi, integrasi
berbagai saluran komunikasi, serta kemampuan personalisasi pesan. Namun, terdapat sejumlah
tantangan yang dihadapi, antara lain tingginya arus informasi, risiko miskomunikasi, penyebaran
informasi negatif yang cepat, serta perubahan perilaku konsumen yang semakin aktif dan kritis.
Oleh karena itu, diperlukan strategi komunikasi bisnis yang adaptif, terintegrasi, dan berbasis
teknologi agar organisasi mampu menghadapi tantangan sekaligus memanfaatkan peluang di era
disrupsi digital.

Kata kunci: Komunikasi Bisnis, Disrupsi Digital, Teknologi Digital, Perilaku Konsumen, Strategi
Komunikasi

Abstract

The era of digital disruption has brought significant changes to various aspects of business,
particularly in business communication practices. The development of digital technology is driving a
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shift from conventional communication to faster, more interactive, and open digital-based
communication. This study aims to analyze the dynamics of business communication in the era of
digital disruption and identify the various challenges faced by organizations. The method used is a
qualitative approach with desk research, through data collection from various sources such as
scientific journals, books, and previous research. The results show that digital technology plays a
significant role in increasing the effectiveness of business communication through the speed of
information, the integration of various communication channels, and the ability to personalize
messages. However, several challenges remain, including high information flow, the risk of
miscommunication, the rapid spread of negative information, and changes in consumer behavior that
are increasingly active and critical. Therefore, an adaptive, integrated, and technology-based
business communication strategy is needed so that organizations can face challenges and capitalize
on opportunities in the era of digital disruption.

Keywords: Business Communication, Digital Disruption, Digital Technology, Consumer Behavior,
Communication Strategy

Introduction

The development of digital technology has brought about significant changes in
many areas of life, including the business world. The era of digital disruption is marked by
the emergence of various new technologies that can transform the way businesses operate
and interact with consumers (Supriyanto, et.al, 2021). These changes not only impact
company operating systems but also the way companies communicate. More and more
people are shifting from conventional communication to digital-based communication
through various platforms such as social media, instant messaging applications, and other
online communication platforms (Awaludin & Aravik, 2025). This change demonstrates
that modern business communication must adapt to technological advancements to
remain relevant and support modern business activities. (Bahri et al., 2023)

Business communication is crucial to the success of an organization. Effective
communication enables companies to disseminate information, foster good relationships
with customers, and create a positive image of the organization (Safitri & Aravik, 2025).
Business communication in the digital era has become faster, more open, and interactive,
and is no longer limited to face-to-face conversations or conventional media. Digital

technology enables businesses to reach more people in less time. Because of these changes,
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organizations also need the ability to manage communications strategically so that the
message is well received by various stakeholders. (Witri Ali & Syamsu A. Kamaruddin,
2024)

Business communication has undergone significant changes along with advances in
information technology. How communication media evolve, how businesses interact with
their customers, and how they convey business messages are all examples of this dynamic
(Aulia & Aravik, 2025). The use of digital media such as social media, websites, and online
communication applications has become a crucial part of modern business communication
activities. This means that organizations must be able to adapt their communication
strategies to keep pace with technological advancements and evolving market needs.
Therefore, utilizing digital technology in business communication is a crucial component
that can help companies survive in the increasingly competitive business environment.
(Mia Nurmiarani et al., 2023)

Although the era of digital disruption offers many opportunities, there are also
several challenges in business communication practices. One major challenge is the high
flow of information circulating on digital media, requiring companies to be able to convey
messages clearly and precisely to avoid misunderstandings. Furthermore, the rapid spread
of information on the internet can impact a company's reputation if not managed properly.
To effectively manage information and maintain good relationships with customers and
other stakeholders, companies must use appropriate communication methods. Therefore,
in today's internet era, managing business communications effectively is crucial. (Bambang
Gunarto, Alfath Sandjaya, Deasy Aseanty, 2025)

In addition to the issue of information delivery, organizations are also facing
changes in consumer behavior, with consumers increasingly using digital technology.

Modern consumers not only receive information but also participate in providing direct
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feedback through various digital platforms. In this situation, companies must be more
flexible and responsive in managing business communications (Rafli, et.al, 2025). To
maintain competitiveness in the era of digital disruption, companies must be able to
understand consumer needs and optimally utilize digital technology to build closer
relationships with customers. (Baliartati et al., 2023)

In line with these developments, it is understandable that the era of digital
disruption has brought significant changes to business communication practices. These
changes create new dynamics and present various challenges for organizations in
managing communications effectively. Therefore, studying the dynamics and challenges of
business communication in the era of digital disruption is crucial. This research aims to
understand how changes in digital technology affect business communication practices
and identify the various challenges organizations face in addressing these developments.
The results of this study are expected to provide a more comprehensive understanding of
the importance of adaptive business communication strategies in the era of digital

disruption.

Research Methods

The research in the article "Dynamics and Challenges of Business Communication in
the Era of Digital Disruption” uses a qualitative approach with a library research method.
This method involves reviewing various literature sources such as scientific journals,
books, articles, and relevant previous research to understand the changes and challenges
of business communication in the digital age. The data used is secondary data collected
through literature and documentation studies. It is then analyzed using qualitative
descriptive methods through the stages of data reduction, information categorization,
systematic presentation, and conclusion drawing to gain a comprehensive understanding

of the dynamics of business communication due to the development of digital technology.
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Results and Discussion
1. Transformation of Business Communication in the Digital Age

The transformation of business communication in the digital age is a fundamental
change in the way organizations share information and engage with stakeholders.
Advances in digital technology such as the internet, social media, and communication
applications are encouraging companies to abandon traditional communication methods
and shift to faster and more efficient digital systems. This change affects not only the
communication tools used but also interaction patterns, which have become more open
and real-time. This is in line with research showing that digitalization has revolutionized
the way organizations communicate while increasing efficiency and speed in delivering
information. (N. D. Puspitasari & Aslan, 2024).

Furthermore, digital change has also resulted in more participatory and
collaborative communication. In this case, consumers are not simply message recipients
but actively participate in the communication process through feedback, comments, and
direct interactions across various digital platforms (Andika, et.al, 2021). This situation
encourages companies to be more responsive and flexible to consumer needs. Research
shows that digital communication increases engagement between companies and
customers and improves the overall quality of business relationships. (I. P. Puspitasari et
al., 2025) Furthermore, the use of digital technology in business communication is also
driven by the integration of various communication channels (omnichannel), which
enables companies to provide more personalized and uniform services. The use of
technologies such as chatbots, artificial intelligence, and data analytics helps companies
understand consumer behavior and design more efficient communication strategies. This
indicates that business communication is not just about conveying messages, but also

includes the use of technology to create a better customer experience. However, this shift
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in the way businesses communicate also presents challenges, particularly related to the
organization's ability to adapt to technological changes (Ervanni, et.al, 2025). Companies
are required not only to adopt the latest technology but also to shift their work culture,
internal communication styles, and workforce capabilities. Studies show that digital
transformation impacts all parts of an organization, including communication methods and
work culture, which need to adapt to technological advances. (Ramdani, 2025)

In this way, the evolution of communication in the business sector in the digital era
is a complex and ongoing process. This development is not only related to the use of
technology but also encompasses changes in strategy, culture, and ways of interacting
within organizations. Therefore, companies need to be able to adapt effectively to take
advantage of the opportunities offered by digital transformation while addressing

emerging challenges.

2. The Role of Digital Technology in Improving Communication Effectiveness

The development of digital technology has significantly improved contemporary
business communication capabilities. Technology enables faster, more accurate, and more
efficient communication processes compared to older methods. Companies can convey
information in real time to a wide range of people without geographical limitations using
digital media such as email, social media, and collaboration applications. This
demonstrates that digital technology can be used not only for communication but also as a
strategic tool to improve overall organizational performance. (Bagaskara & Mulyana, 2023)

Furthermore, current technological advances enable more integrated
communication across multiple platforms, known as multichannel communication. To
better reach customers, businesses can utilize multiple communication channels
simultaneously. For example, consumers can achieve a more consistent and
comprehensive communication experience by integrating mobile apps, websites, and social
media. This integration has been shown to improve service and facilitate user access to

information. (Husnita, 2025)
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Businesses can tailor their communications through the use of digital technology.
Digital data and analytics enable businesses to better understand consumer behavior,
preferences, and needs. This allows for more relevant and tailored messages to target
audiences. Because personalized messages are more aligned with customer needs,
customer satisfaction and loyalty increase. (Naim et al., 2024)

Internally, digital technology also helps employees communicate better. Faster and
more efficient work coordination can be achieved through the use of digital platforms such
as team communication and project management applications. To avoid
miscommunication, all team members can receive information directly. Furthermore,
because information becomes more accessible to stakeholders, organizational
transparency increases. (Rahman, 2024)

However, to achieve the best results from the use of digital technology in business
communications, proper management is also necessary. Companies must ensure that the
technology they use is aligned with organizational needs and supported by qualified
human resources. Without proper oversight, technology use can actually lead to
communication problems such as miscommunication or information overload. Therefore,
the right approach is needed to utilize digital technology to improve business

communications in the era of digital disruption.

3. Challenges in Managing Digital Information Flow

With the rapid development of digital technology, there is an increasing volume of
data sent through various communication platforms. This presents a unique challenge in
business communications, as companies must keep pace with the volume of information
consumers receive daily. Information overload can cause business messages to be poorly

conveyed or even ignored by listeners. Therefore, companies must be able to craft clear,
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concise, and compelling messages so they can stand out among the vast amount of digital
data available. (Fadhilah, 2024)

Furthermore, the speed of information in the digital age is a major challenge for
businesses. Through digital platforms and social media, information, both positive and
negative, can spread rapidly. Even small communication errors can spread rapidly and
damage a company's reputation. This suggests that businesses must have a well-developed
communication plan and a digital media monitoring system to anticipate potential
communication crises. (Rahma, 2024)

Maintaining the credibility and trustworthiness of the information conveyed is also
a challenge. Consumers are more selective when seeking information in the digital age due
to the abundance of hoaxes and false information (Sari, et.al, 2025). Companies must be
able to build transparent, accurate, and trustworthy communications to avoid losing
customer trust. Credibility is a crucial factor in successful business communications
because it directly relates to a company's image and reputation (Wardana et al., 2024).

Conversely, companies often use multiple digital platforms, such as social media,
websites, and other digital applications, making it difficult to maintain consistent
messaging. Without proper management, messages sent across each platform can differ,
confusing audiences. Therefore, an integrated communications strategy is necessary to

ensure consistent messaging and easy-to-understand consumers.

4. Changes in Consumer Behavior in the Era of Digital Disruption

Consumer behavior in accessing information and making purchasing decisions has
changed significantly due to advances in digital technology. Modern consumers no longer
rely on a single source of information; instead, they actively seek, compare, and evaluate
various information from the internet, social media, and other digital platforms before
deciding to purchase a particular product or service. This process makes consumers more
rational and critical in assessing the quality and benefits of a product. Furthermore, easy

access to information has increased consumer expectations regarding product quality. This
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situation indicates that the role of consumers has become more important in the business
communication process due to digitalization. (Nduru et al., 2024)

Furthermore, consumers in the internet era are increasingly influenced by various
types of digital content, including visual content shared on social media, product ratings,
testimonials, and user reviews (Sari, et.al, 2025). When compared to promotional
messages created by companies, this information is often perceived as more trustworthy
and objective. This changes the way consumers make decisions, with the experiences of
other users becoming a key factor. In this regard, consumer perceptions and decisions are
heavily influenced by electronic word of mouth (e-WOM). Therefore, businesses must pay
attention to the quality of digital interactions and maintain a good reputation across
various online platforms. (Roring et al,, 2025)

The increasing use of digital platforms in daily transactions demonstrates a shift in
consumer behavior. More efficient, faster, and more effective purchasing is possible
through e-commerce, marketplaces, and app-based services. The main factors driving this
behavioral change are ease of transactions, the availability of a wide range of products, and
features such as promotions and product recommendations. The previous pandemic also
drove the adoption of digital technology in consumer consumption. This demonstrates that
digitalization is not only changing the way customers interact with each other but also the
overall way they consume goods. (Prayogi & Nufzatutsaniah, 2025).

Conversely, trust, also known as trustworthiness, is a crucial component of
consumer behavior in the digital age. Compared to persuasive advertising, customers tend
to place greater trust in the real experiences of other customers. Therefore, customer
reviews, ratings, and interactions on social media are important tools for assessing the
credibility of a company or product. Furthermore, the level of consumer trust is influenced

by consistent communication and information transparency. Companies that can build
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trust through effective digital communication will more easily retain customers and
increase long-term loyalty. (Ardani, 2022)

Therefore, changing consumer behavior during the era of digital disruption shows
that consumers have shifted from passive to active, critical, and information-driven.
Consumers not only receive messages but also contribute to market perceptions through
their digital interactions. Therefore, companies must understand how digital consumers
interact and adapt their communication strategies to be more relevant, personalized, and
trustworthy. Understanding this consumer behavior is crucial for businesses to

communicate effectively and sustainably in the digital age. (Nduru et al., 2024).

Conclusion

Based on the discussion, it can be concluded that the era of digital disruption has
brought significant changes to business communication practices, both in terms of media,
interaction patterns, and strategies used. Digital transformation encourages faster, more
open, interactive, and technology-based communication, enabling companies to reach a
wider and more effective audience. The role of digital technology has also been proven to
increase the efficiency, integration, and personalization of business communications, both
externally and internally.

However, this development also presents various challenges, such as the high flow
of information, the risk of rapid dissemination of negative information, and the need to
maintain message consistency and credibility across various digital platforms.
Furthermore, changes in consumer behavior, which are increasingly active, critical, and
information-driven, require companies to be more responsive, adaptive, and transparent in
their communications.

Therefore, companies need to develop an integrated, adaptive, and technology-
based business communication strategy, supported by competent human resources. With

proper communication management, organizations can not only face the challenges of the
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era of digital disruption but can also capitalize on existing opportunities to increase

competitiveness and build strong relationships with customers.
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