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ABSTRACT

In today’s rapidly evolving financial landscape, soft skills, particularly communication, have become
essential for workforce readiness, business success, and economic stability. While technical expertise
remains crucial in finance, effective communication is increasingly recognised as a key competency
in financial services, mortgage lending, and insurance advisory. This paper explores the role of
communication in enhancing financial literacy, client advisory, and digital finance interactions,
emphasising its impact on economic growth, professional adaptability, and consumer trust. Despite
the growing demand for interpersonal and cross-disciplinary skills, a significant gap remains in
finance education and workforce training, where curricula often prioritise technical proficiency over
communication competencies. The review synthesises insights from global workforce initiatives,
employer perspectives, and emerging trends in Education 4.0, highlighting best practices in
integrating communication training into finance and business education. The findings suggest that
structured policy interventions, university-industry collaborations, and Al-driven training programs
are critical in addressing workforce communication gaps and ensuring long-term employability.
Additionally, this study outlines future research directions, emphasising the need for empirical studies
on communication’s role in financial decision-making, risk management, and workforce adaptability
in global markets. This research contributes to the ongoing dialogue on economic resilience and
financial inclusion in the digital era by advocating for a multidisciplinary approach that bridges
finance, education, and policy.

Keywords: Workforce readiness, communication skills, financial literacy, soft skills, economic
growth, digital finance.

1. INTRODUCTION

In today’s rapidly changing global economy, soft skills have become critical drivers of any company’s
success and the overall readiness and growth of the economy. In the past, professional success was
mainly based on mere technical expertise, yet automated, artificial intelligence, and digital
transformation led most industries, sometimes even more, focusing on interpersonal, cognitive, and
adaptive skills. Communication skills are critical as they provide the basis for good collaboration,
leadership, financial decision-making, and customer relations (Staboulis & Lazaridou, 2020).
Alongside stakeholders from a wide range of industries such as finance, business, and technology,
there is a need in these sectors for employees who can communicate ideas, engage in difficult
problem-solving, and adapt to digital work environments (Deming, 2022, Succi and Canovi, 2020).
In addition, the rise of remote work, Al-driven advisory services, and the globalisation of the markets
play a role in reinforcing the significance of excellent communication skills within enterprises since,
in the modern world, communication is no longer a kind of additional sense. However, it is the source
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of economic resilience (Ionescu & Andronie, 2019). According to Hanushek & Woessmann (2020),
strong communication cultures in businesses can help enhance efficiency, leadership, and financial
decision-making, resulting in business superiority over competitors. Due to this, workforce-ready
education models today focus on embedding skills training (especially with soft skills like
communication) in academic and professional curricula.

1.1 The Growing Importance of Soft Skills in Workforce Competitiveness

The workforce in contemporary times is quickly changing, and soft skills are now considered vital
steps to employability, career advancement, and company success. Previously, the traditional
requirements were technical skills and industry-specific expertise, which employers searched for.
However, workforce demands have been transformed with automation, digital transformation, and
globalisation (Cimatti, 2016; Scheerens et al., 2020). Adaptability, problem-solving, and
communication skills are required for this shift as they help people to be able to work in complex
work environments and work in multidisciplinary teams.

Shifting Workforce Demands: The Rise of Soft Skills

As work has become a more evolving function over the years, it has resulted in an upsurge in the need
for soft skills such as communication, problem-solving, and leadership skills. Matteson et al. (2016)
identified soft skills as non-technical, interpersonal, and cognitive skills that help employees do the
job more efficiently and collaborate within and outside their domain. In a time when artificial
intelligence (Al) and ‘machine learning’ drive more automated tasks, the ability to think critically,
communicate effectively, and have people skills are trending (Bacold et al., 2010). As Succi and
Canovi (2020) indicate, recent research find that workers endowed with strong soft skills tend to enjoy
greater job security and income growth as soft skills are less suitable for automation. Candidates who
can adapt to changing roles, work well in diverse teams, and exhibit leadership in problem-solving
scenarios are the preferred choice for employers (Semenova et al., 2021).

Communication as a Foundational Skill for Economic Productivity

In the context of professional settings, communication is most often considered the most important
soft skill, and it is known to determine the level of business performance, leadership effectiveness,
and the ability to make financial decisions. According to Deming (2017), communication and
teamwork have become more valuable than routine technical expertise as businesses become more
dependent on working with teams and global markets. Communication is effective in the financial
sector, real estate, and insurance industries, where it is used in client engagement, investment advisory,
and risk management (Dubey & Tiwari, 2020). Inadequate communication in these markets can result
in potential communication breakdowns, loss of consumer trust, and operational inefficiencies;
improved communication necessitates structured communication training in workforce development
programs. In their study, the World Economic Forum (2015) shows that companies with a strong
communication culture are 20% more likely to outperform their competitors in revenue growth
because of higher efficiency, trust of clients, and leadership development. The fact that these results
were discovered shows that communication is more than a skill set that can be taught—it’s a
fundamental element of any organisation’s success and economic resilience.
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Impact of Digital Transformation on Skill Requirements

The rise of automation, artificial intelligence (Al), and data-driven decision-making has
fundamentally altered the skills required in the modern economy. As Al continues to automate
technical and analytical tasks, human-centric skills—such as emotional intelligence, adaptability, and
communication—are becoming increasingly valuable (Ionescu & Andronie, 2019). According to the
World Bank (2019), 50% of all current jobs will require significant reskilling by 2030, with soft skills
forming the foundation of future workforce capabilities. Al-powered tools can process vast amounts
of financial data, but human expertise is required for interpretation, ethical decision-making, and
customer relationship management (McDiarmid & Zhao, 2023). Furthermore, digital transformation
has led to the increased use of remote work, virtual collaboration, and digital financial advisory
services, necessitating enhanced online communication skills (Selwyn, 2021). Professionals must now
adapt to new communication mediums, including virtual meetings, digital negotiations, and Al-
assisted client interactions, which were previously face-to-face engagements (Friedman et al., 2023).

Linking Communication to Economic Productivity

Communication skills are intrinsically linked to economic growth and productivity as they affect
workplace efficiency, leadership, effectiveness, and customer satisfaction (Rakowska, 2023).
Transmission of complex financial information in a simple and comprehensible manner, negotiation
skills, and formation of strong professional relationships improve business performance across
industries. In finance, clear and transparent communication leads to increased trust of consumers in
the mortgage lending process, in the case of insurance policies, and investment decision-making.
Crawford et al. (2011) studies have also shown that, in financial transactions, miscommunication can
result in significant losses, regulatory penalties, and loss of reputation. Besides, [LO (2019) research
indicates that economies with high-quality education and workforce development communication
training have better employment rates and productivity growth. Individuals benefit from having the
requisite competencies defined above when collaborating, adapting, or innovating in the workplace,
where the countries that invest in soft skills education usually have more competitive labour markets
(Gonzalez-Pérez & Ramirez-Montoya, 2022).

1.2 Theoretical Frameworks

A theoretical basis is crucial to understanding the role of communication in workforce
competitiveness and economic growth. Different economic and business theories prove how soft skills,
particularly communication, help achieve labour market efficiency, financial decision-making, and
innovation. This section touches on human capital theory, endogenous growth theory, and behavioural
theories of finance to expose how communication increases productivity and business success and
makes the financial sector more efficient.

Human Capital Theory: Communication as an Investment for Economic Growth

The Human Capital Theory was brought forward by Becker (1964) and later expanded by Hanushek
& Woessmann (2020), asserting that a significant relationship exists between education, skills,
workforce capabilities, and individual and national economic growth. Besides that, this theory long
perceived technical knowledge, formal education, and vocational training as determining factors in
one’s labour market outcome (Semenova et al., 2021), but contemporary research has begun to notice
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the growth in the role of soft skills—particularly in communication (Kleiner& Lordi, 2017)—in
labour market outcomes. As per Deming (2017), we have seen employment growth and wage
premiums in communication-intensive occupations over the past two decades. The notion that
communication is human capital investment has been strengthened, with more and more employers
now valuing workers who can present their ideas clearly, work with other teams, and lead effectively
(Matter, 2019). Furthermore, according to ILO (2019) and OECD (2019) reports, one of the countries
that invested in soft skill education in workplace communication training had higher workforce
productivity and innovation rates than other countries. It can be clearly shown in sectors like financial
services, insurance, and mortgage advisory, where clear and transparent communication with the
customers will enable decision-making and risk assessment and, thereby, the consumers’ trust (Balcar
et al., 2018). Therefore, the Human Capital Theory supports the message that communication training
and skill improvement are necessary, and workforce-ready education models are regarded as a
strategic approach to increase employability, leadership, and long-term economic growth (Gonzalez-
Pérez & Ramirez-Montoya, 2022).

Endogenous Growth Theory: Knowledge Dissemination and Communication in Financial
Development

The circumstance where the mechanism of growth is induced from within has been the subject of the
Endogenous Growth Theory introduced by Romer (1990) and later expanded on by another, Lucas
(1988), that looks at how knowledge and innovation, as well as human capital, lead to long term
growth. Unlike classical models attributing the growth to external factors (e.g., capital accumulation,
labour expansion), endogenous growth theory argues that knowledge creation and dissemination—
facilitated through effective communication—are central to sustained economic advancement
(Cernusca et al., 2017).In financial services, clear communication ensures transparency, improves risk
analysis, and enhances client relationships, fostering economic stability and investment confidence
(Trilling et al., 2009). On the other hand, poor communication is one of the most critical issues causing
financial crises, mortgage lending failures, and a lack of consumers’ trust in banking institutions
(World Bank, 2019). McDiarmid & Zhao (2023) found that technology-driven financial education
and communication training increase the efficiency in sharing knowledge and making decisions in
digital finance. The adoption of fintech platforms, as well as Al-powered financial advisory services
and online banking services, leads to successful digital communication among consumers, becoming
a crucial factor in ensuring competitiveness within the market (Selwyn, 2021). From an endogenous
growth theory viewpoint, though, the effective assumption is that all human intelligence is naturally
passed on through communication-driven learning, and financial literacy understandings and
workforce training programs are necessary to maintain long-term business viability and economic
development.

Behavioural Finance Theories: Communication’s Role in Financial Literacy and Consumer
Trust

Behavioural Finance Theories proposed by Kahneman & Tversky (1979) undermine the conventional
economic beliefs of people as rational decision-makers all the time. Instead, they claim that the
irrational components, such as cognitive biases, heuristics, and emotional response, should move
investment behaviours. For this reason, communication in the context effectively counters impartiality,
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improves financial literacy, and raises consumer trust (Alex, 2009). In this context, financial advisors,
mortgage consultants, and insurance professionals need to quickly and accurately explain complex
financial products, risks, and investment options to clients of varying knowledge levels. For instance,
as per Crawford et al. (2011), studies have established that over-information or miscommunication
results in poor financial decisions, high default rates, and insufficient consumer confidence in
financial institutions. In addition, financial education programs that include structured communication
strategies, e.g., role-playing exercises, gamified learning, and interactive advisory services, result in
lower effectiveness in financial education and reduced financial fraud risk (Friedman et al., 2023).
The European Commission (2018) also reports that governments and financial regulators should
oblige enhanced consumer protection by making forced standardised and clear communication in
financial transactions to avoid such deceptive practices. Selwyn (2021) also states that financial
technology firms should use Al-driven communication tools to offer personalised financial guidance
while being ethically transparent. Therefore, Behavioral Finance Theories support the notion that
communication is a skill and a tool for influencing consumer behaviour, market stability, and trust in
financial services.

1.3 Workforce-Ready Education and Industry Relevance
Bridging Workforce-Readiness Gaps: Aligning Education with Industry Needs

There is growing concern that the gaps between the academic curricula and what employers expect
have contributed to the workforce being unprepared for economic competitiveness. The Council
(2013) claims that in the traditional education models, soft skills like communication, teamwork, and
problem-solving have mostly been neglected and focused chiefly on technical proficiency and
domain-specific knowledge. Yet, in this transition of the global labour market, business and finance
education must harmonise its skills development with industry needs for graduates to have the
technical know-how and interpersonal skills necessary for successful workplace integration. A report
from the World Economic Forum (2015) indicates that 60% of employers think new graduates have
insufficient communication skills to perform their jobs. Research by Succi & Canovi (2020) also
mitigates that while universities and institutions promote theoretical knowledge, employers focus
more on communication, critical thinking, and adaptability in recruiting finance and business
graduates. It indicates that admission to higher education will require structured communication
training to fill the business curriculum gap and enhance employability. Effective communication is
essential in the financial sector, mortgage industry, and insurance services as it is used in client
interactions, regulatory compliance, and ethical financial advisory services. In these industries, poor
communication can cause misrepresentation of a financial product, loss of consumer trust, and
misunderstandings (Dixon et al., 2010). Therefore, incorporating workforce readiness programs
aimed at enhancing communication skills will thus significantly contribute to the delivery, consumer
protection, and market stability of financial services.

A prime example of a workforce-readiness reform within education is found in the EU (European
Commission, 2018), where sharpening students’ real-world skills such as communication, finance,
and negotiation was aimed at enhancing students’ job placement and success. As such, these findings
support the need for closer partnership in the design of education models between universities and
professional training institutes and businesses (Council, 2013).
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The Role of Communication in Finance, Mortgages, and Insurance

Communication is crucial in finance-related industries as it is used to obtain transparency, earn client
trust, and even handle financial risks. Previously, market instability, financial crises, and related legal
processes were caused by miscommunication or lack of financial literacy among consumers. An
excellent example would be the 2008 Global Financial Crisis that was caused, in part, by poorly
communicated mortgage agreements and later spread to turn into loan defaults, a downturn in the
economy, and a lack of consumer confidence in financial institutions (World Bank, 2019). Effective
communication in financial advisory services, mortgage lending, and insurance is crucial because,
without it, clients will not have a clear understanding of their financial options and obligations.
Financial advisors must share investment risks, portfolio portfolios, and market circumstances with
clients to avoid misreading and unrealistic expectations (Staboulis & Lazaridou, 2020). Likewise,
mortgage lenders and realtors should transparently explain loan terms, repayment structures, or some
financial obligations. If not done, it can result in financial mismanagement, over-indebtedness, and
default risks (Levy & Murnane, 2004). In insurance and risk management, insurance professionals
must ensure policyholders understand coverage terms, claims procedures, and policy exclusions to
lower the possibility of conflicts of interest in policy administration and fair treatment of policy
purchasers by insurance professionals (Deepa & Seth, 2013).

This situation has led global financial institutions and regulators to develop policies that demand that
financial service providers focus on transparent and understandable financial communication.
According to the European Commission (2018), transparency in financial disclosures has been made
a strict requirement by the US Consumer Financial Protection Bureau (CFPB) and the European
Insurance and Occupational Pensions Authority (EIOPA), mandating that consumers are furnished
with understandable and simple formats of the information. Finally, empirical research reveals that
financial and business practitioners who attend a course in communication skills increase customer
retention, enhance the outcomes of transactions, and perform better in their jobs (Asefer & Abidin,
2021; Gonzalez-Pérez & Ramirez-Montoya, 2022). Moreover, it emphasises the need for
communication training to be integrated into workforce-ready education models as it is critical to
career success, builds market stability, and contributes to consumer protection.

Developing Transferable Knowledge and Cross-Sector Competencies

In the modern economy, professionals must be cross-sector competent to adapt to the changing
business environments. One factor that guarantees career longevity and economic resilience is the
ability to apply communication skills in different industries, job roles, and global markets (Jones et
al., 2017). With the advancement of technology, automation, and globalisation of business, employers
are looking for professionals who can work together, negotiate, and communicate complex ideas in a
diverse work setting. Transferable soft skills—particularly communication, leadership, adaptability,
and negotiation—are now considered critical across finance, business, and policy sectors. The
International Labour Organization (2020) highlights that future workforce development should focus
on transferable knowledge rather than solely job-specific skills, equipping employees to transition
across industries and professional roles. Several global trends reinforce the importance of transferable
communication skills. The rise of fintech and digital banking has led to more technology-driven
financial services, requiring professionals to effectively communicate with Al-powered systems,
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digital clients, and diverse global teams (McDiarmid & Zhao, 2023). Similarly, the shift towards
remote work and digital collaboration, particularly after the COVID-19 pandemic, has increased
reliance on virtual communication platforms, necessitating proficiency in online negotiations, virtual
presentations, and cross-border cooperation (Selwyn, 2021). Additionally, interdisciplinary business
operations have become the norm, with finance professionals working alongside data scientists, legal
advisors, and policy analysts, making strong interpersonal and cross-disciplinary communication
skills essential (Deepa & Seth, 2013). As industries embrace digital transformation and
interdisciplinary collaboration, communication skills will remain foundational to workforce
adaptability and success.

Workforce Education Models Promoting Soft Skills Development

Educational institutions are increasingly integrating soft skills training within finance, business, and
economics curricula to ensure graduates are workforce-ready. Several innovative education models
have been implemented to fill the gap between academic learning and the currently expected industry.
One such approach is project-based learning (PBL), guiding students to work in real-world finance
and business simulations that bring the necessity of collaboration, negotiation, and presentation of
financial insights in such a way (Marin-Zapata et al., 2022). Industry partnerships with financial firms,
banks & policy think tanks provide internships, hands-on experience & soft skills certification
programs, thereby augmenting the graduates’ employability (European Commission, 2018). Moreover,
experiential learning programs are a required element of business education, as institutions have
integrated role-playing exercises, mock advisory sessions, and digital communication workshops to
include the students’ communication skills in practical terms (Bollinger, 2024). These approaches help
students to be ready for diverse professional environments, to apply communication competencies in
different industries, to solve problems, and to adapt to the changing labour market.

1.4 Research Aims and Objectives
e To assess the role of communication in workforce readiness and economic outcomes.
e To explore the impact of digital transformation on financial communication.

o To evaluate workforce-ready education models and their effectiveness in embedding
communication training.

2. COMMUNICATION SKILLS AND ECONOMIC GROWTH

Soft skills are crucial to workforce productivity and economic success: communication, problem-
solving, adaptability, leadership, and negotiation. Technical expertise has always been indispensable
in many industries, but the shrewdness to communicate effectively, collaborate with varied teams, and
adapt to the paradigm of changing market conditions are getting recognised as crucial indicators of
employability and company move forward (Suciu & Lacatus, 2014; Cimatti, 2016). In contemporary
times, with the rise of digital transformation, automation, and globalisation, there is a much greater
need for strong communication skills among organisations, especially in the field of finance, business,
and policy (Polékova et al., 2023; Succi & Canovi, 2020). This section discusses how communication
skills can motivate workforce productivity, create economic success and better competitiveness in the
financial industry, and how education gaps in the workforce exist.
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Figure 1: Harnessing of Soft Skills for Economic Growth and Competitiveness
2.1 The Role of Soft Skills in Workforce Productivity

Among all the concepts that shape the understanding of workforce preparedness and economic
resilience, one is the distinction between hard and soft skills. These are technical knowledge and
domain expertise, i.e. the ability to solve a business problem with financial modelling, knowledge or
using data scientific methods, or writing code. On the other hand, soft skills include interpersonal,
cognitive, and leadership skills, which are highly demanded in all sectors (Laker & Powell, 2011).
Communication is one of the most essential soft skills in the financial services sector, banking, and
investment allied with insurance, impacting customer trust, decision-making, and regulatory
compliance (Robles, 2012).

Several key soft skills are essential for economic success and workforce efficiency. Communication
skills are vital in articulating financial concepts, negotiating deals, fostering client relationships, and
ensuring clarity and transparency in financial transactions (Singh Dubey et al., 2022). Problem-
solving and adaptability are crucial for addressing economic fluctuations, financial risks, and evolving
business challenges, enabling professionals to respond effectively to changing market conditions
(Karimi & Pina, 2021). Leadership and teamwork are necessary for effective project management,
cross-functional collaboration, and strategic decision-making, allowing professionals to navigate
complex organisational structures and lead high-performing teams (Cimatti, 2016). Additionally,
negotiation and persuasion are critical in investment banking, sales, and mortgage lending, as they
help professionals align stakeholder interests, maximise value, and secure successful financial
agreements (Gonzalez-Pérez & Ramirez-Montoya, 2022). With the increasing automation of
workplace processes, the demand for soft skills is outpacing the need for purely technical
competencies as businesses recognise that human-centric skills are less likely to be replaced by Al
and machine learning (McDiarmid & Zhao, 2023). According to the World Economic Forum (2015),

industries prioritising soft skills development experience higher employee retention, stronger
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organisational culture, and more excellent financial stability. As financial institutions continue to
integrate digital tools and automated services, professionals with strong communication, leadership,
and negotiation skills will be better equipped to manage client relationships, navigate market
uncertainties, and drive business growth in an increasingly complex economic landscape.

2.2 The Economic Impact of Soft Skills

There are several global reports, including OECD, WEF, and IMF, with empirical evidence showing
the association between communication skills and employment rates, wage premia, and business
success. OECD’s (2019) skills outlook report highlights that the countries that have invested more in
training soft skills have lower unemployment and higher productivity levels in the workforce. To this
end, Hanushek & Woessmann (2020) also conclude that workers with good communication skills earn
more and are more stable in their professions than those with good technical skills. The soft skills
needed by firms to succeed not only include employment data but also go beyond these rates. Staff
people are always squeezed, so an organisation focusing on communication and leadership training
demonstrates higher revenue growth, more engaged employees, and better customer relationships
(Suratno & Hutabarat, 2023). Soft skills improve financial literacy, assess risks, and make investment
decisions in the financial sector (Bollinger, 2024). For instance, a financial advisor who communicates
investment risks and market conditions to clients in a well-understood manner allows the client to
make better-informed investment decisions, thus lowering the chances of market volatility and
financial loss (Robles, 2012). According to the International Labour Organization (2020), as with any
other skill, training for structured communication training programs gives a company an economic
value of 17% and more in terms of financial performance relative to the competitors, a good reason
for affording the soft skills. In light of the globalisation and complexity of financial markets and the
omnipresence of technology in running a business, soft skills will determine economic stability and
global business competitors.

2.3 Communication and Economic Competitiveness

Communication is vital for building consumer trust, financial transactions, and economic
competitiveness. For most people, trust is the key to maintaining client relationships in the financial
services industry since clients depend on financial advisors, mortgage brokers, and insurance
professionals to help them make investment and purchasing decisions. Without poor communication
or transparency in financial transactions, customers are unsatisfied, regulations are fined, and
reputation is damaged (Noah & Aziz, 2020). In addition to affecting individual consumers,
miscommunication has market-destabilising effects and affects the credibility of financial institutions.
Major financial crises have been a product of miscommunication in finance. In 2008, mortgage
lending remained largely straightforward, and misleading loans and disclosures were often
characterised by predatory lending, leading to high default rates and causing a recession of the
economy and a loss of trust by the general public in financial institutions (World Bank, 2019).
Likewise, poor communication of policies, unclear terms, and concealed fees in the insurance and
finance fraud lead to lawsuits and heavy economic loss (Crawford et al., 2011). By bringing these
cases into context, it becomes apparent that there is a pressing need for service providers in the
financial sphere to place utmost emphasis on communication strategies that are clear, accessible, and
ethical in conserving the market.
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One way to contain these risks is through introductions of Clear Communication policy, Disclosure
Transparency policy, and Plain Language policy on financial documentation, for instance, made by
the US Consumer Financial Protection Bureau (CFPB) and the European Insurance and Occupational
Pensions Authority (EIOPA) (European Commission, 2018). These measures protect consumers and
promote economic stability and fair competition in financial markets. The regulatory guidelines
demand that financial institutions disclose the loan terms, insurance coverage, investment risks, and
contractual obligations in plain terms so that there is no misinterpretation and safeguard against
fraudulent practices. However, the one highlighted prominently with the rise of digital finance, fintech,
and blockchain technologies accentuates the need for successful digital communication. As financial
services shift toward Al-driven advisory platforms, automated financial planning tools, and online
banking systems, communicating clear, accurate, and ethical financial information is essential for
maintaining customer confidence and regulatory compliance (McDiarmid & Zhao, 2023). Without
effective digital communication, consumers may struggle to understand complex financial algorithms,
investment strategies, and automated decision-making processes, potentially leading to
misinformation and increased financial risks. As a result, the financial industry must continuously
improve its communication strategies to enhance transparency, consumer engagement, and market
competitiveness in the digital era.

2.4 Addressing Workforce Gaps in Education

Although soft skills are acknowledged as essential for the workforce’s productivity and economic
growth, the expectations of industry and academia remain mismatched. However, universities do
focus mainly on technical knowledge but on business theories and quantitative skills, as opposed to
the communication skills, teamwork, and adaptability skills employers are increasingly calling for to
meet those changing demands from the labour market (Stewart et al., 2016). The result is high
unemployment rates among newly graduated people and a shortage of skills in crucial economic areas
(European Commission, 2018). The problem, as is, is that the vast majority of this education—at both
the undergraduate and graduate levels—literally does not include standard communication training.
Traditional coursework and exam-based assessments are still used by many academic institutions that
do not take into account real-world applications of communication in professional settings (Gonzalez
Pérez & Ramirez Montoya, 2022). It leads to graduates not being well equipped to interact with clients,
negotiate deals, or carry out leadership roles; hence, they find it highly challenging to transition into
the professional environment.

To resolve such a gap, experts suggest that curricula structured for financial advisory communication,
negotiations, and real-life simulations should be developed (Chaudhry et al., 2023). Work-integrated
learning (WIL) through internships, apprenticeships, and industry engagement are successful models
in preparing the workforce by ensuring that the students get practical experience before entering the
job market. Project-based learning (PBL) is another approach whereby students participate in
financial case studies, role-playing exercises, and business presentations to improve their critical
thinking, problem-solving, and leadership skills in real-world situations. Several soft skills
certification courses specialise in financial communication, digital finance interactions, and ethical
negotiation practices.
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The success of these has been experienced by all the top global business schools and finance programs,
including measured improvements in the employability of graduates, the progression of their careers,
and workforce adaptability (European Commission, 2018; Succi and Canovi, 2020). Integrating
communication-focused training in teaching finance and business creates better-equipped graduates
to meet the demands of communication within the industry, leading to a competent and adaptable
employee who will be competitive in the labour market.

3. COMMUNICATION IN FINANCE, MORTGAGES, AND INSURANCE: INDUSTRY
PERSPECTIVE

Communication is effective in keeping the finance, mortgage, and insurance industry operational
under financial stability, maintaining consumer confidence, and ensuring that decisions are made
without vindictiveness. Professionals in these sectors must translate financial terms, investment risks,
and contractual requirements to clients to avoid misunderstanding, financial management, or
regulatory violations (Piliouras et al., 2014). However, with a rise in the complexity of financial
products and a continuous digitalisation of economic interactions, transparency, accessibility, and
ethical communication are needed more than ever (McDiarmid & Zhao, 2023).

3.1 Enhancing Communication in Financial Services

Consumers must address the financial literacy gap to make informed financial decisions. Many people
do not know what financial products are, for example, investment options, mortgage terms, and
insurance policies, resulting in poor financial decisions and a high risk of debt accumulation (Plumb
& Zamfir, 2011). According to the International Labour Organization (2020), effective financial
communication (also known as plain language disclosure, interactive financial literacy programs, and
consumer education initiatives) can reduce individuals’ vulnerability to financial fraud and improve
their financial decisions (Kliafler, 2020).

Communication practices also strongly affect how we spend time with clients on advisory and
relationship management. To communicate market trends, investment risks, and portfolio strategies
to clients, financial advisors, investment professionals, and banking representatives must be effective.
Not doing this could lead to a misinterpretation of financial products, unrealistic client expectations,
and disputes (Schulz, 2008). According to studies, financial institutions prioritising transparent and
ethical communication regarding advisory service construction earn the clients’ trust and long-term
customer loyalty (Bucata & Rizescu, 2017).

Digital communication of finance has continued to alter client interactions with financial tools such
as chatbots, robo-advisers, and fintech platforms, taking over part of the client’s decision-making
(McDiarmid & Zhao, 2023). While these technologies enable efficiency and accessibility alike, they
bring problems around trust, personalisation, and regulatory compliance problems. However, research
shows that consumers are more likely to interact with Al-driven financial services provided if the
company makes communication channels clear, transparent, and personalised (Balcar, 2016). Thus,
financial institutions must balance automation and human expertise to have successful and ethical
digital communication strategies.
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3.2 Communication Strategies in Mortgage and Real Estate Finance

Exceptional knowledge of negotiation and persuasion is the mortar that holds a mortgage and real
estate finance industry together by structuring mortgages. Mortgage brokers, loan officers, and real
estate agents must make sure that they clearly state loan terms, interest rates, and repayment
obligations to their clients so that they can understand their financial commitments (Dede, 2010). The
2008 Global Financial Crisis, which had spread throughout the world, was attributed to misleading,
poorly communicated mortgage agreements (World Bank, 2019), which can lead to
miscommunication in mortgage lending that can, in turn, result in loan defaults, disputes, and financial
instability.

Consumer protection through financial transparency is another critical communication concept in the
mortgage sector. Legally compliant, standardised, and transparent disclosures are required by
financial institutions to provide mortgage counselling on compliance, such as those mandated by the
Consumer Financial Protection Bureau (CFPB) and the European Commission (2018). Ethical
communication practices help protect customers from predatory lending, prevent financial
mismanagement and ensure responsible homeownership (Crawford et al., 2011). Additionally,
mortgage lenders that invest in the client’s education and advisory support are more able to create and
sustain long-term financial security and client satisfaction (Succi & Canovi, 2020).

3.3 Communication in Insurance Advisory and Risk Management

Communication is clear and precise in the insurance industry within the policyholder interaction,
claims handling, and underwriting processes. However, these policyholders have difficulties
comprehending coverage terms, policies, exclusions, and claims procedures, which, in turn, give rise
to disputes, financial loss, and legal entanglement (Plumb & Zamfir, 2011). By communicating with
simple policies, via visual explanations, and personalised customer support, the understanding of the
policyholder is well enhanced; hence, fairness, compliance, and consumer satisfaction are ensured
(European Commission 2018). Communication is also necessary for risk perception and decision-
making about money. Consumers have many cognitive biases that influence their perception of risk
and probability and, therefore, underestimate potential financial risks or overestimate the value of
insurance benefits (Robles, 2012). As such, insurance professionals use clear, factual, and
personalised communication to guide clients in the decision-making process related to risk
management, premium structure, and policy coverage (Succi & Canovi, 2020). Moreover, transparent
communication in the claims process is associated with a decrease in the number of disputes, an
increase in efficiency, and an improvement in the overall customer trust in insurance providers
(McDiarmid & Zhao, 2023).
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Figure 2: Enhancing Trust and Clarity Through Effectiveness of Financial Communication
4. WORKFORCE-READY EDUCATION AND THE ROLE OF COMMUNICATION

With technological advancement, automation, and changing demands of global markets, workforce-
ready education has become essential to prepare workers for a modern professional world. Gradually,
competency-based learning frameworks based on soft skills, adaptability, and cross-sector knowledge
will replace the traditional edification models highlighting technical skills and theoretical knowledge
(Council, 2013). Communication skills are paramount in ensuring workplace efficiency, business
competitiveness, and financial sector stability. As more and more employers in various fields value
verbal and written communication, negotiation, problem-solving, and interpersonal collaboration, it
becomes ever more critical for curriculum to be set up in the educational system to incorporate these
competencies (Delahanty et al., 2021).

4.1 Evolution of Workforce-Ready Education

From providing pure technical training to workforce-ready education, education has grown to be
based on competencies, requiring courses that will develop soft skills and enable students to apply
gained learning in the real world, making them versatile by learning across disciplines. With the high
expectations from modern professional environments, traditional educational models that put too
much emphasis on subject matter expertise and quantitative skills alone are of less value to them
(Heckman & Kautz, 2012). Workforce-ready education focuses on developing the whole skill set of
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the graduates, not just the understanding of the industry concepts but also the application of the same
in the professional world. Fortunately, several global workforce education initiatives have
successfully embedded communication training into business and finance curricula to bring academic
training standards closer to the industry’s necessary expectations. Some known forms of teaching
about financial literacy, negotiation strategies, and corporate communication skills include project-
based learning (PBL), competency-based learning, and experiential education models (Delahanty et
al., 2021). For instance, Germany, Canada, and Singapore have vocational education and professional
development courses incorporating communication-related courses, mentorship programs, and
workplace simulations for students to improve the practical skills needed for professional life. This
evidence proves that educational institutions should not rely on traditional knowledge-based
assessment; instead, they should focus on bringing in interactive learning experiences in such a way
that they will prepare the students for the dynamic workforce environment.

4.2 Growing Demand for Communication Skills in Finance and Business

Because financial markets are becoming more complex, business operations are more digital, and we
increasingly allow Al to make decisions, efficient communication skills in the financial and business
sectors are becoming more pressing. Employers often highlight communication gaps in new graduates
as a need for professionals who believe in explaining financial information clearly, effectively
communicating with clients, and cooperating within interdisciplinary teams (Succi & Canovi, 2020).
Communication skill shortage is a big challenge for an employer, especially in banking, investment
advisory, and financial consulting industries, where clear and ethical communication is directly related
to consumer trust, market transparency, and corporate credibility (Friedman et al., 2023).
Communication training in financial firms’ workforce leads to higher staff retention, better
compliance with regulations, and better client relationships (Burtscher et al., 2024).

To better fit the academic supply to labour market demand, universities and professional training
institutes are revising the finance and business curricula more and more by focusing on soft skills
competence and leadership training and application exercises in the real world. For instance,
negotiation workshops, financial presentation skills, and ethical communication training are now
taught as core in business school curricula to business degrees, and hear that graduates are industry-
ready when they land on the job market (Friedman et al., 2023). Communication skills are increasingly
cross-sectoral in utility, as financial professionals can be in the same sector as data analysts,
policymakers, legal consultants, and tech specialists. In a business with such an interdisciplinary
nature, vigorous communicators are summoned to interpret financial data to make them decisive,
mediate stakeholder discussion, and serve as leaders of cross-functional teams (Burtscher et al., 2024).

4.3 Education 4.0 and the Digital Transformation of Communication Training

Digital transformation, artificial intelligence, and remote learning technologies pave the way for the
Education 4.0 age and revolutionise the world of communication training and the educational
workforce. In an already traditional classroom-based learning, interactional e-learning platforms,
virtual training modules, and Al-assisted skill development programmes are being used to supplement
or sometimes even replace traditional classroom-based learning (Mc Diarmid & Zhao, 2023). It
includes offering personalised learning experiences, flexible training opportunities, and real-time
feedback mechanisms to enhance communication training with a broader audience and greater
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adaptability to each learner’s needs. Digital literacy is integrated with communication skills and is
one of the main developments in Education 4.0, which means that professionals can work with online
collaboration tools, virtual negotiation environments, and Al-driven customer interactions (Staboulis
& Lazaridou, 2020). Today, real-time simulations, Al-based practice sessions, video-based role play,
etc., are provided by e-learning platforms to develop and sharpen the art of communication in a
controlled virtual environment. These digital tools also facilitate cross-border workforce training,
enabling global companies to standardise their corporate communication and customer engagement
strategies across diverse teams and regions. The role of Al in workforce training has expanded
significantly, with machine learning algorithms assessing employee communication styles,
recommending skill-enhancement exercises, and even automating specific training processes (Selwyn,
2021). Al-powered chatbots, virtual assistants, and language processing tools are being integrated into
corporate training programs to provide personalised feedback, linguistic improvements, and scenario-
based training that enhances workplace communication efficiency. However, while Al-driven training
offers significant advantages, it also raises challenges regarding human-Al interaction, ethical
considerations, and the risk of over-reliance on automation in business communication (Kyllonen,
2013). Therefore, blending Al-powered training with human-led mentorship and interactive
discussions remains essential in ensuring comprehensive workforce education.

5. POLICY AND INDUSTRY IMPLICATIONS

The increasing emphasis on soft skills and communication in finance, business, and policy sectors
necessitates a strategic approach to workforce education, corporate training, and policy interventions.
With digital transformation and globalisation of industries, the demand for such professionals in the
market continues to rise, as the need for professionals with strong communication, analytical, and
adaptability skills remains. To close the gap between these two fields, stakeholders must concentrate
on policy reforms, digital workforce incorporation, and multi-discipline skill development (Bucata &
Rizescu, 2017). This section highlights the primary considerations in making policy recommendations
for soft skills education, the impact of digital transformation for enhancing adaptability in the
workforce, and future trends in communication in the workforce.

5.1 Strengthening Soft Skills Education Through Policy Reform

Due to this, policymakers and educators must reform finance and business curricula to ensure
workforce preparedness in the digital economy and integrate soft skills training as a core part of
educating them. Traditionally, finance-related degrees have been mainly focused on quantitative
analysis, economic theories, and technical skills but have ignored the communication, leadership, and
negotiation skills necessary for financial professionals (Johnson et al., 1996). Including soft finance
skills, curricula would provide students real-world communication competencies to help them in
client relationships, financial advisory roles, and corporate leadership positions. Countries like
Germany and Canada have successfully implemented competency-based education models
integrating communication training within financial education, improving graduate employability and
professional adaptability (European Commission, 2018). A critical aspect of policy reform is
strengthening university-industry collaboration, where businesses actively participate in shaping
educational curricula and providing hands-on learning experiences (Gonzalez-Pérez & Ramirez-
Montoya, 2022). It includes applied learning initiatives such as industry internships, mentorship
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programs, and simulation-based training to help students develop financial communication skills in
professional settings. Leading business schools and professional training institutes now incorporate
experiential learning programs, where students engage in financial case studies, role-playing exercises,
and advisory simulations, ensuring they graduate with technical expertise and essential soft skills
(Succi & Canovi, 2020). By fostering collaborative educational frameworks, policymakers and
industry leaders can ensure greater workforce adaptability and long-term economic growth.

5.2 Digital Transformation and Workforce Adaptability

The growing reliance on artificial intelligence (AI), fintech, and digital finance platforms has
redefined how financial professionals interact with clients, manage transactions, and analyse data
(McDiarmid & Zhao, 2023). As Al-driven financial communication tools, such as robo-advisors, Al-
powered chatbots, and predictive analytics, become mainstream, financial professionals must develop
hybrid skill sets that integrate technical knowledge and soft skills. The role of Al in financial
communication has significantly enhanced efficiency, accuracy, and accessibility, but it has also
created challenges in ensuring human-centred financial advisory services (Nadzam, 2009). A
significant concern is that Al-driven financial communication lacks the emotional intelligence, ethical
reasoning, and personalised advisory expertise that human professionals provide. It necessitates
strong workforce adaptability programs, where financial professionals learn to collaborate with Al
tools while maintaining ethical and empathetic client interactions (Burtscher et al., 2024). Another
key focus is developing hybrid workforce skill sets, where finance professionals are trained in digital
literacy and interpersonal communication. New ways of remote financial consulting, Al-assisted
decision-making, and digital payment ecosystems have changed how customers consume, process
transactions, and use data analytics in financial services (Friedman et al., 2023). To compete in such
a changing job market, financial institutions and policymakers should implement workforce retraining
programs, professional development courses, and lifelong learning initiatives to ensure their experts
adapt to the changing industry necessities. According to the International Labour Organization (2020),
companies that invest in soft skills training for digital finance professionals can often obtain higher
levels of client satisfaction and improve regulatory compliance and employee retention.

5.3 The Future of Workforce Communication

The upcoming trend in workforce communication relies on virtual advisory systems, Al-based
communication solutions, and a mixture of skills across industries. Virtual advisory services and
digital consulting have experienced rapid growth because of remote work implementation, digital
banking and Al-powered customer service adoption (McDiarmid & Zhao, 2023). Several financial
institutions provide digital client advisory sessions, Al-generated investment planning software, and
automated investment guidance services that establish new digital financial communication systems
frameworks. Competitive success demands that professionals master virtual communication abilities,
including remote financial interaction management, digital presentation delivery, and Al-enhanced
client advisory platform usage (Cimatti, 2016).

Workforce development across industries has become indispensable because financial experts now
team up with experts in data science and cybersecurity and regulatory professionals (Burtscher et al.,
2024). Financial experts must acquire interprofessional communication skills to transform economic
data into operational business plans, regulatory frameworks, and technological solutions (Friedman
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et al., 2023). The rapid growth of blockchain technology has strengthened the demand for strong
cross-sector communication because professionals must navigate complex regulations involving

cryptocurrency markets and decentralised finance (DeFi) management practices (McDiarmid & Zhao,
2023).

6. CONCLUSION

Business success, workforce readiness, and financial stability entirely depend on effective
communication. The demands for soft skills, specifically communication techniques, have surged due
to digital transitions in combined economic settings where automation and Al-powered finance
dominate the market. The review demonstrates why communication competencies matter for finance
mortgages and insurance because they help fill knowledge gaps while building customer trust and
making professionals more flexible. The increasing awareness about soft skills has not solved the
absence of interpersonal abilities in financial education systems and business training because
technical skills remain dominant in curricula. Systemic educational reforms must implement soft
skills training at all stages of finance and business studies because students need combined analytics
knowledge and communication skills to succeed in sophisticated work settings. Research should
conduct empirical investigations to establish the direct relationship between communication abilities
and financial outcomes as well as client retention and regulatory adherence. Discovering the effects
of soft skills on economic choices, risk evaluation, and investment choices would yield the necessary
intelligence needed to optimise work output and strengthen financial market stability. Research must
analyse communication approaches for employees in companies operating in emerging markets and
global business environments, their unique divergent financial awareness levels, and cultural practices
that alter training methods’ performance. Future workforce development policies need to focus on
studying how the combination of inter-industry partnerships and Al financial advisory systems with
virtual workplace communication tools interact. For the future, we must use a complete framework
that unites finance, education, and policy work to cultivate adaptable worker power. Economic growth
entails implementing technological progress in financial fields and human-focused communication
methods. Economic development and financial inclusion need sustained funding for soft skills
training, academic-business sector teamwork, and rules supporting ethical financial information
sharing.
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