Communication
A model of communication process—exhibit 10.1
Communication- the process by which information is exchanged between a sender and a receiver.
Effective communication- Communication whereby the right people receive the right information in a timely manner. 
Chain of command- Lines of authority and formal reporting relationships
How communication flows=downward, upward, lateral 
Downward communication-information that flows from the top of the organization toward the bottom. 
Upward communication-Information that flows from the bottom of the organization toward the top.E.g.routine info about lower level operations, notification about problems, complaints and suggestions, feedback about way to improve processes
Lateral/Horizontal communication-Information that flows between departments or functional units, usually as a means of coordinating effort.  E.g. between employees of same rank,…in same department or different departments. Ex. Exchange of news or info, related to interpersonal relationships, Informal-does not follows the official chain of command. 
Deficiencies in the chain of command
· [bookmark: _GoBack]Informal communication
· Filtering-the tendency for a message to be weathered down or stopped during transmission
Open door policy- The opportunity for employees to communicate directly with a manager without going through the chain of command.
· Slowness-Even when the chain of command transmits information faithfully, it can be painfully slow. 
Barriers to effective manager-employee communication
· Conflicting role demands -Balancing task and social-emotional functions
· Mum effect- The tendency to avoid communicating unfavourable news to others. 
The Grapevine
Grapevine-An organization’s informal communication network
Rumour-An unverified belief that is in general circulation. 
Jargon- Specialized language used by job holders or members of particular occupations or organizations.
The non-verbal language of work 
Non-verbal communication- The transmission of messages by some medium other than speech or writing.
· Body language –non-verbal communication by means of a sender’s bodily motions, facial expressions, or physical location. 
Major forms include: Props, artifacts, and costumes –can be used as non-verbal communication. E.g. office décor and arrangement, clothing 
There are gender differences in communication.
· Getting credit-Men are more likely than women to blow their own horn about something good they have done. 
· Confidence and boasting- Men tend to be more boastful about themselves and their capabilities and to minimize their doubts compared with women who downplay their certainty. As a result, men tend to be perceived as more confident. 
· Asking questions-Men less likely than women to ask questions. 
· Apologies—women more likely to apologize. Men avoid ritual apologies because it is a sign of weakness. 
· Feedback-men are more blunt and straight forward
· Compliments—women are more likely to provide compliments
· Ritual opposition—men often use ritual opposition or fighting as a form of communication and to exchange ideas
· Managing up and down—men spend much more time communicating with their superiors and talking about their achievements 
· Indirectness—Women tend to be indirect when giving orders 
Communication media and information richness—exhibit 10.6
Cross cultural communication 
· Language differences
· Non-verbal communication across cultures
E.g. Facial expressions, gestures, gaze, touch
· Etiquette and politeness across cultures
· Social conventions across cultures
· Cultural context-The cultural information that surrounds a communication episode (high context vs. low context.) View exhibit 10.5 pg. 342
Computer-mediated communication
Information richness- The potential information carrying capacity of a communication medium
Computer-mediated communications (CMC)- Forms of communication that rely on computer technology to facilitate information exchange. E.g. E-mail, chat, teleconference, video conference, etc. Exhibit 10.6 Pg. 344
Basic Principles of Effective communication
· Take the time
· Be accepting of the other person 
· Do not confuse the person with the problem
· Say what you feel 
· Congruence- A condition in which a person’s words thoughts, feelings and actions all contain the same message. 
· Listen actively
· Active listening- a technique for improving the accuracy of information reception by paying close attention to the sender. 
Techniques of active listening include: 
*watch your body language *Paraphrase what the speaker means
*Show empathy *Ask question *Wait out pauses
Organizational approaches to improving communication 
· 360 degree feedback- Performance appraisal that uses the input of supervisors, employees, peers, and clients or customers of the appraised individual
· Employee surveys and survey feedback
· Employee survey: An anonymous questionnaire that enables employees to state their candid opinions and attitudes about an organization and its practices
· Suggestions systems and query systems 
· Suggestion systems- Programs designed to enhance upward communication by soliciting ideas for improved work operations form employees. 
· Telephone hotlines, intranets, and webcasts
· Management training




