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Key Terms
Information society
Many organizations offering services as opposed to items
Organizational excellence
People know responsibilities and roles
Lots of communication to establish rules and regulations
Communication competency
Looking into whether people have the ability to work well with each other
Is there good encoding and decoding within co-workers?
Whether a person has the ability to send the right message to the right person at the right time
Micro:
how someone communicates with immediate co-workers
[bookmark: _GoBack]Meso:
Relationship of employees with other microsystems (other teams within the same organization)
Macro:
Between departments at the organizational level
Communication competency components:
Knowledge
a person’s ability to understand the organizational processes, relationships, etc.
Learned through experience
Sensitivity
A person’s ability to accurately sense organization meanings, feelings, emotions
Skills
a person’s ability to properly organize situations and apply what you’ve learned in your other competencies
developed through experience and practice
Values
a person’s ability to take personal responsibility for their actions
examine your own actions 
Keep and open door policy, suggestion box, to learn how you are regarded within the organization
Collectivist culture:
culture where people view themselves as part of an organization
Individualist culture:
culture where people view themselves as individuals first
Contextual/Personal style:
Culture where people are more concerned about what you are, what your accomplishments are, etc.
Instrumental vs Affective Style
Instrumental: focused on the sender
Affective: focused on the receiver
Active listening style:
Not concerned with what is going to happen next, completely focused on what is being communicated at the time
Basics of Human Communication
Human communication process:
Sources and receivers
encoding and decoding
message channel
noise
Field of experience
Communication context
Effect
Shared realities                 Things to consider while communicating
Organization
Organizational Communication
Definitions of Organizational Communication
Organizational communication as Process
Direction of communication
Ongoing communication within the organization
Organizational communications as people
how people obtain and share information
organizational communication as message
the actual messages (how they are created and disseminated)
Is it fair policy?
organizational communication as meaning
how do people construct realities together?
how employees acknowledge criticism
organizational communication as purpose
any communication that is use for purposeful missions
ex: communications that help accomplish improvements in a certain area

Theoretical perspectives for organization communication
Organization communication system
Functional approach
people are not that important
looking at how messages move through an organization
the system is important, how it survives in the organization
look at ppt for more terms
Open and closed system
open are organizations that have a learning or organic culture
closed are organizations that function thanks to a loyal following
Message functions
how communication is used to organize everything
Message structure
look into policy handbooks, etc. The actual messages being conveyed
Meaning-Centered approach
symbolic approach 
completely focused on people
Organizing and Decision-making
how to people organize themselves in certain situations
Communication as influence
how people persuade using communications
Communication as socialization
how people tell their employees what the company represents
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Theory of Classical Management (Fayol)
5 Elements of management
planning, organizing, commanding, coordinating and controlling
6 Principles of management
Scaler Chain: vertical hierarchy
Unity of command: organizations should avoid having more than one boss. Have a single supervisor giving out instructions.
Unity of direction: similar activities should be put under a single manager’s control
Division of Labour: things need to be highly specialized
Order: 
Span of control: Supervisors should not be overseeing more than 20 people
Principles of organizational power, rewards, attitudes
Theory of Bureaucracy (Weber)
Clearly defined hierarchy of control: vertical hierarchy
Division of labour: lots of specialization
Centralization of decision making or vertical coordination of control
Explicit set of rules:
Thorough training in a field of specialization
Job as one’s primary activity
Written documentation/file keeping
Weber also made a point that people should be appointed, not elected. Basically he wanted the supervisors to have absolute control over everything
Weber taught about an ideal type of authority
3 types of authority
legitimate authority: basically supervisors are dictators
charismatic authority: some people succeed as managers simply because they are charismatic
rational legal authority: understand the organization, then build rules and regulations around it
Theory of Scientific Management (Taylor)
Theory arose out of frustration with:
poor apprenticeship programs
flawed reward system
Characteristics of Scientific Management
One best way to do every job
careful selection and proper fit of the worker
monitoring and training
time and motion
The Human Relations/Behaviour Approach
The Hawthorn Studies
Series of research investigations in the late 20s and early 30s that served as a springboard to the human relations movement
Studies included 4 phases:
the illumination studies: changed lighting fixtures, found that performance was the same under different lighting
the relay assembly test room studies: introduced breaks and changes in temperature. In the end nothing really affected productivity. What was most important was social interaction
the interview program: asked employees what affected their productivity. again socialization was most important.
The bank wiring room studies: Concluded that acknowledging peoples’ presence was most important in productivity
McGregor’s Theory X and Y
Managers can have different kinds of assumptions about workers that will influence managerial behaviour
Theory X is pessimistic, employees will not trust people. opposite of Y.
Theory Y is optimistic. Managers will not assume that employees are incapable. positive relations between employee and employer.
Participative Management (Likert’s System IV)
Exploitive Authoritative: Managers will make all decisions, use threat and ultimatum to push employees to act certain ways. No room for interaction. Performance will be low.
Benevolent Authoritative: Same as Exploitive, except managers will use rewards to motivate action.
Consultative Organization: decision making where there is more horizontal communication
Participative Organization: democratic organization structure. Fair, open environment. 
Integrated Perspectives: process and environmental approaches
Must have clear expectations. Managers are realistic and fair.
Decision making approaches: looking at how people, tech and processes can work together. Organizations are just series of complicated networks
Bounded theory: Acknowledging that humans are not perfectly rational. When we make decisions we only have limited information available. We can make decisions with this theory, however managers are open to the knowledge that the situation may change, and we must adapt.
Socio-technical integration: look into how to use infrastructure and people together in your organization
Contingency theory: There is no one best way. Carefully evaluate the situation before approaching any decision
Cultural Approaches: Looking into the values of employees before making any decisions. 
Systems theory: look at organization as a system.
Learning organizations: creating an environment where people know you are open to learning. You are flexible and want to adapt.
Cultural Approaches
Peter and Waterman’s themes for organizational excellence
A bias for action: React quickly. Very action-oriented
close relations to the customers
autonomy and entrepreneurship: Risk-takers. employees were encouraged to try new things.
productivity through people: good relations within the organization
hands on, value driven
stick to the knitting
simple forms, lean staff
simultaneous loose-tight properties
The Fragmented Perspective
Organizational Cultures are:
Complicated
Emergent
Not unitary
Often ambiguous
Shein’s model of culture: the Onion model
Quote on ppt
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Value - Concept that refers to the relative worth of a quality or object.
· Individual and organizational values
· Value orientations, value congruence
· Terminal values
· Instrumental Values
Work values that affect behaviour
· Locus of Control
· Self-esteem
· Tolerance of ambiguity
· Social judgment
· Risk taking
Ethics - Moral principles that guide judgments about good and bad, right and wrong, not just effectiveness or efficiency. 
Ethics are learned through a variety of channels:
· Reflections of social values (as expressed through the media, for example) reinforce cultural beliefs of right and wrong that were first addressed through the following three channels:
· Family groups
· Educational institutions
· Religious beliefs
Hofstede’s Five Cultural Dimensions
Hofstede questioned over 116,000 IBM employees in 40 countries about their work-related values.
He discovered four basic dimensions along which work-related values differed across cultures:
· Power distance
· Uncertainty avoidance
· Masculinity/femininity
· Individualism/collectivism
· Time Orientation
Philosophical approaches are:
· Utilitarian Philosophy 
· Deontological Philosophy
· Theory of Rights 
· Theory of Justice (the theory of “fair rules”)
Theory of Justice (or “fair rules”)
· Establish standard rules that are equity-based and transparent, and that apply to everyone
· Three guiding principles:
· Be equitable (outcomes)
· Be fair (process)
· Be impartial
Cultural Relativism
No single right way because all individuals and cultures are different and no culture is any better or any worse than another
	– what is unethical and even illegal in some cultures is accepted and indeed expected ways of behaving => must look at the circumstances
Evaluating Ethical Behaviour:
Habit of search
Habit of justice
Habit of public Vs. private motivation
Habit of respect for dissent
Whistle-blowing
Influences on ethical organizational communication?
What is a “code of ethics” and how can it help?
A code of ethics is a formal statement of an organization’s primary values and the ethical rules it expects its employees to follow
Codes of ethics are designed to perform one or more of the following four functions:
Increase public confidence
Decrease government regulation
Improve internal operations by providing consistent standards of both ethical and legal conduct
Assist managers in responding to issues arising from unethical or illegal behaviour
Resolving Ethical Dilemmas
Universalistic approach, 
Particularistic approach, 
Compromise approach and 
Reconciliatory approach
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Chapter 8
Participating in Organizations: developing critical organizational communication competencies
Influences on decision-making and problem solving
Organizational culture
is it a flexible culture? is it a learning environment?
Nature of the problem
Competencies and skills
Processual issues
such as role ambiguity, time, interpersonal issues, etc.
processual issues are those that have a negative effect on decision making abilities
Selected technique/methods
Decision-making methods
Individual made decisions
individuals makes decisions without any input from others
Leader-made decisions
you may see consultation, but in the end the leader will make the decision
Majority-rule decisions
self explanatory
Powerful-minority decisions
no consultation with people at the operating level. The minority in power will make the decision
Consensus
self explanatory
Problem-solving processes
Standard agenda
referred to as scientific model/logic model
no matter how complicated the problem, follow the same simple process
identify problem, do research, select solution, implement it, evaluate it
Brainstorming
Delphi technique
linear, organized strategy
you need a lot of time to use this technique
create a survey/questionnaire, get responses, refine questionnaire, send that out, receive responses, make decisions
Nominal group process
inviting specific employees to write down their ideas, present ideas to group, and as a group decide which option is best
Experientially-based processes
Barriers to effective decision making and problem solving
Organizational
no commitment, etc.
Task
Procedural
interpersonal
Increasing decision making and problem solving effectiveness
Interaction process skills
Fact-finding and evaluation skills
Information criteria and information flow
Interviews and presentations in organizations
Informational interview
Employment interview 
Performance-appraisal interview
Complaint interview 
Counseling interview
Exit interview
Media interview
Presentational speaking
Training/educational presentations
Informational and persuasive presentations
Communication technology in organizations
Two theories are important:
The media richness model
Amount/availability of instant feedback
Number of cues
Variety of languages used/use of natural language
Potential for expressing emotions and feelings
Dual capacity model
Medium’s Data-carrying capacity
Medium’s Symbol-carrying capacity
Asynchronous and synchronous setting
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Chapter 9
Key Terms
Conflict 
Conflict context
Modes of Conflict
Types of Conflict
Task Conflict
disagreements on the nature of work to be done
Relationship conflict
related to interpersonal relationships; tensions between people; personality clashes
Process conflict
disagreements about how work should be organized
Levels of Conflict
Interpersonal level
interdepartmental level
interorganizational level
intergroup level
Conflict resolution

Phases of Organizational Conflict
Latent conflict
acknowledging the source of conflict; factors that came into play in the conflict (i.e. power imbalance, etc.)
Perceived conflict
When people acknowledge that incompatibility exists
Felt conflict
one or both parties will try to personalize the conflict (how it is affecting them individually)
Manifest conflict
Resolution stage. People will work on managing the issue
Conflict aftermath
Followup stage. Acknowledge that how you manage the issue will affect your relationship with others

Causes of Org. Conflict
Personality, Differences, disagreements, and unrealistic expectations
Stereotypes, prejudices
Perceptual biases, self-fulfilling prophecies 
Intergroup biases and group norms
Dependency or scarcity of recourses
Power imbalances
Ambiguous goals, jurisdictions, or performance criteria
Lack of support
Triggering events

Conflict Dynamics
Focus on winning
focus more on winning that establishing a working relationship
Distorted information
information is not always shared because it’s unknown how the other will react
Group cohesiveness increases
Negative stereotypes of the outsiders
Emergent leadership 
more aggressive communicators will emerge as leaders

Strategies for managing conflicts of interest
Forcing- the shark image
Withdrawal- the turtle image
Smoothing- the teddy bear image
try to accommodate the other person. For when the person is more important than the conflict
Compromising- the fox image

Problem-solving- the owl image

Managing conflict through negotiation
Distributive Negotiation Tactics
Threats and Promises
Persuasion and debate 
Integrative Negotiation Tactics
Information Exchange
Framing Differences as Opportunities 
Cutting Costs and increasing resources
Introducing Superordinate Goals  
Third Party Involvement 
Mediation 
Arbitration

Special Types of Org Conflict
Sexual harassment
Discrimination
Whistleblowing

Productively engaging in conflict
Supportive climates
Evaluative Vs. problem description
Control Vs. problem-orientation
Strategy Vs. spontaneity 
Neutrality Vs. empathy
Superiority Vs. equality
Certainty Vs. provisionalism
Ethical behaviours
Principled negotiation
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Chapter 7: Leadership and Management Communication
Difference between management and leadership
Management
Rationalization
Planning
Budgeting
Organizing
Controlling
Problem-solving
Leadership
Vision-building
Influencing 
Strategizing
Coaching/leading
Communicating
Motivating/inspiring
Delegating/supporting

History of Leadership Theory
The Trait Era: late 1800s to mid 1940s
Behavioural Era: Mid-1940s to early 1970s
The Contingency Era: Early 1960s to present
Rational Planning Models (E.G., MBO, MBR, SWOT, PPBS)
Emergent Influences

Leadership Styles
Authoritarian (autocratic) 
Participative (democratic) 
Delegative (Laissez-faire)
Machiavellian (unethical)
Charismatic (inspirational)
Transactional (result-oriented)
Transformational (vision-builders)
Developmental (constructive)
Strategic (future-oriented)
Global (empathetic)

Blake and Mouton’s Managerial Grid
Impoverished management/leadership 
low concern for people and low concern for tasks
Middle-of-the-road management/ leadership
leaders will see if they have a preference over a task-oriented or people-oriented style, and will make a compromise
Country-club management/leadership
show high concern for people, low concern for task
Task management/leadership
high concern for task, low for people
Team management/leadership
ideal balance

Cont…
Situational approaches
Distributed action theories
Hersey and Blanchard’ theory
Sell, tell, participate, or delegate
you have to look at knowledge, skill and motivation to make the decision
Interaction analysis theory
Fiedler’s situational theory
Transformational approaches
Empowerment
Dispersed leadership
Super leadership

Power Bases
Legitimate power 
Reward power 
Coercive power
Referent power 
because of respect, even if you lose your power, people will follow you
Expert/information power
if you are educated, people will depend on you for your expertise 

Leadership attributes in brief
Set directions
Demonstrate personal character
Mobilize individual commitment
Build organizational capability

10 unnatural traits of a leader/administrator
Refuse to be a prisoner of experience
Expose your vulnerabilities
Acknowledge your shadow side
Develop a right-versus-right decision-making mentality
Create teams that create discomfort
Trust others before they earn it
Coach and teach rather than lead and inspire
Connect  instead of create
Give up some control
Challenge the conventional wisdom

Chapter 10: Strategic Organizational Communication: Professional Applications of Organizational Communication
Strategic organizational communication?
the organization and its environment
stakeholders
multiple publics
larger masses that have interest in the organization, but who cannot directly affect your company
environmental scanning

Strategic Management
SWOT
look at strengths, weaknesses, opportunities, etc. when looking to make changes
MBO
talk about objectives with those you are dependent on
stands for management by objective
make plans based on knowledge gained
Innovator vs. Defender strategy
defender: maintain your status quo, refine, improve, adjust what you already have
Lead, Lag, Match
do better than others: lead
do the bare minimum: lag
do what the competitors are doing: match

Strategic Management Communications
Public relations
Internal communications
Media relations 
Crisis communication
Crisis management 
Marketing
Integrated marketing communications
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Project due March 21st now due the 25th 
Organizational Change and Communication
Types/forms of Change
Planned Vs. Unplanned
Radical V. Incremental
Three important points about organizational change:
Structural interrelationship.
Involves technical/structural and people factors.
Requires learning.
Issues in the Change Process
Diagnosis
Resistance
Evaluation and institutionalization
Barriers to Change
Organizational silence
Knowledge/information deficits
Risk perception 
Uncertainty 
Resistance
Organizational trust 
Structural change
Why people resist change
Fear of the unknown.
Lack of good information.
Unclear goals and unrealistic expectations
Lack of resources, training, management support
Lack of ownership
Inconsistent actions by the top managers
Fear for loss of power.
Bad timing, poor interpersonal relationships.
No reason to change, Habit.

Video
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