Chapter 7: Communication 
Communication: transfer and understanding of a message between two or more people 

The communication process model: 
[bookmark: _GoBack]	- Sender chooses message encodes message chooses channel receiver decodes message provides feedback to sender 
a) Encoding: converting a message to symbolic form 
b) Decoding: interpreting a sender’s message
 4 factors affect encoding and decoding (SAKS): skill, attitudes, knowledge, and socio-cultural system  
c) Message: what is communicated
d) Channel: medium through which a message travels
 Choosing channels:
· Channels differ in their capacity to convey information. 
· Channel richness: amount of information that can be transmitted during a communication episode
· From low to high on richness: formal reports and bulletins; memo and letters prerecorded speeches; email online discussion groups, groupware, voicemail live speeches, telephone conversations video conferences, face-to-face conversations  
· Rich channels have the ability to:
· Handle multiple cues simultaneously
· Facilitate rapid feedback
· Be very personal
 Communication apprehension: tension and anxiety about oral communication, written communication, or both
		 Routine messages: straightforward, minimum ambiguity
		 Non-routine messages: complicated, potential for misunderstanding communicate these more effectively by selecting rich channels
e) The feedback loop: the final link in the communication process; puts the message back into the system as a check against misunderstandings

Barriers to effective communication:
a) Filtering: sender’s manipulation of information so that it will be seen more favorably by the receiver; major determinant of filtering is the number of levels in an organization  
b) Selective perception: receivers selectively see and hear based on their needs, motivations, experience, background, and other personal characteristics 
c) Defensiveness: when people interpret another’s message as threatening, they often respond in ways that hinder effective communication
d) Information overload: having more information than one can process; may select out, ignore, pass over, or forget information
e) Language: senders tend to assume that the words and terms they use mean the same to the receiver as they do to them; issue in today’s multicultural workplaces 

Communicating under stress: tips: 
· Speak clearly.
· Be aware of the nonverbal part of communicating.
· Think carefully about how you state things

Organizational communication: direction of communication:
· Downward: communication that flows from one level of a group to a lower level.
· Managers to employees
· Explain why a decision was made explanations increase employee commitment and support of decision
· Upward: communication that flows to a higher level of a group.
· Employees to manager
· Feedback, inform, relay problems
· Want to reduce distractions, communicate in headlines not paragraphs, support headlines with actionable items (what you believe should happen), and prepare an agenda to make sure you use your boss’s attention well 
· Lateral: communication among members of the same work group, or individuals at the same level
· Speed up action (vertical hierarchy can be slow)
· Can create dysfunctional conflict when formal vertical channels are breached

Small-Group Networks:
· Communication networks: channels by which information flows  
· Formal networks: task-related communications that follow the authority chain; typically vertical
· 3 types: 
· Chain: rigidly follows chain of command; moderate speed; high accuracy; moderate emergence of leader; moderate member satisfaction
· Wheel: leader to act as central conduit for all group’s communication: fast; high accuracy; high emergence of leader; low member satisfaction
· All-Channel: permits all group members to communicate actively with each other: fast; moderate accuracy; no leader emergence; high member satisfaction
· Informal Networks: communications that flow along social and relational lines
· The Grapevine: most common informal network in organizations
· 75 % of employees hear about matters first through rumors on the grapevine.
· 94% of companies surveyed had no policy to deal with the grapevine  
· Grapevine has three main characteristics:
1. Not controlled by management
2. Perceived by employees as more reliable than the formal communication structure from management 
3. Largely exists to serve the self interest of the people in it 
 Rumors can help:
· To structure and reduce anxiety
· To make sense of limited or fragmented information
· To serve as a vehicle to organize group members, and possibly outsiders, into coalitions
· To signal a sender’s status or power
 Grapevine patterns:
	a) Single-strand: each person tells information to just one other person
	b) Gossip: one person tells everyone the information (gossips make up 10% of organization’s members)
	c) Probability: individuals are randomly told information, with no apparent pattern
	d) Cluster: individuals selectively choose individuals to whom they will relay information 
		 Liaison individuals: those who consistently pass on information that they hear 


Electronic Communications:
a) Email:
· Benefits of E-mail: quickly written, edited, and stored; can be distributed to many people very easily; read at convenience; low cost compared to other methods
· Limitations of E-mail:
· Misinterpreting the message.
· Communicating negative messages.
· Overuse of e-mail.
· E-mail emotions.
· Privacy concerns
b) Instant messaging and Text messaging:
· Rapidly gaining popularity in business.
· Fast and inexpensive way for managers to stay in touch with employees and peers with each other.
· IM is better for short messages that will be quickly deleted.
· Despite exponential growth in usage, IM and TM are not likely to replace email:
· Email is better for long messages that need to be saved
· Intrusive and distracting
· Informality of texts   
· There are additional security fears in using IM/TM (more easily intercepted)

Nonverbal communication: messages conveyed through body movements, facial expressions, and the physical distance between the sender and the receiver
· Two most important messages that body language conveys:
· Extent to which an individual likes another, and is interested in their views
· The relative perceived status/space between the sender and receiver 
· Kinesics: study of body motions, such as gestures, facial configurations, and other body movements  
· Proxemics: the study of physical space in interpersonal relationships largely dependent on cultural norms people from contact cultures such as Arabs, Latin Americans, southern Europeans more comfortable with closeness unlike people from non-contact cultures such as North America, Asia, and northern Europeans 
· Silence as Communication
· Groupthink: silence implies agreement with the majority
· May be a way that employees express dissatisfaction   

Communication barriers between men and women:
· Men use talk to emphasize status, women use it to create connection.
· Women and men tend to approach points of conflict differently. 
· Men and women view directness and indirectness differently.
· Women interpret male directness as an assertion of status and one-upmanship.
· Men interpret female indirectness as covert, sneaky, and weak.
· Men criticize women for apologizing, but women say “I’m sorry” to express empathy

Cross-cultural communication:
a) Cultural context:
	- High context cultures: rely heavily on nonverbal and subtle situational cues in communication; what is not said (ex. Status) may be more important than what is said; social hierarchy governs communication; communication builds connection; avoidance of direct confrontation; implies more trust by both parties; oral agreements imply strong commitments; who you are is highly valued and heavily influences credibility; managers tend to make suggestions rather than give orders  
	- Low context cultures: rely heavily on words to convey meaning in communication; ex. Europe and North America enforceable contract tend to be in writing, precisely worded, highly legalistic; value directness
 From high context to low context: Chinese, Korean; Japanese; Vietnamese, Arab; Greek; Spanish; Italian; English; North American; Scandinavian; Swiss; German

b) Cultural barriers:
· Sources of barriers:
· Semantics: words mean different things to different people
· Word connotations: actual different meanings
· Tonal differences
· Differences among perceptions

Overcoming cross-cultural differences:
	- Assume differences until similarity is proven
	- Emphasize description rather than interpretation or evaluation
	- Be empathetic
	- Treat your interpretations as a working hypothesis  

· Some Tips for Listening:
1. Make eye contact
2. Avoid competitive listening: listening to only part of what they are saying, so you can talk about it when its your turn to talk   
3. Avoid distracting actions or gestures
4. Ask questions that build on ideas
5. Paraphrase
6. Avoid interrupting the speaker
7. Don’t over talk
8. Make smooth transitions between the roles of speaker and listener.
9. Be prepared for the material when possible
10. Watch for non-verbal cues
 Breath talking: not conversation, just taking breaths in between 
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