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· Global Communication: success comes from flexible & sensitive dealing with individuals 
· Changes in work place: ways of processing and communications
· People in different countries = have different customs, lifestyles, religions (hard to do business)
· Global markets: increased communication and transportation systems
· Flatter hierarchies: employees at all levels must have good communication skills
· Teleconferencing and videoconfr: people conduct meetings all around world
· Knowledge worker: communicate with clients
· Critical thinking: opinions back by reason and evidence
· Oral and communication skills as you move up the ladder
· Communication: transmission of info and meaning from 1 person to another
· Communication is successful when (idea/*meaning?) is transmitted
· Idea formation is 1st step
· Selecting background = CHANNEL
· Frame of reference: a word (nova) has different meaning in different language
· Example of channels :email, cellphones, letters, memorandum
· Noise: interference / interruption with message
· Message enconding: carefully selecting words
· Decoding = carefully reading to determine what boss wants me to do
· Communication =understanding
· Feedback  that’s a great idea, lets give it a try
·  Feedback can help discover problems
· Best feedback is descriptive “if I understand you correctly,….”
· Bypassing: soon “3days” or tomorrow
· Differing frames = different cultures
· Barrier to communication  failure to recognize different frames of reference
· Typos  are a physical distraction
· Slowing down & reviewing points in a presentation = env for useful feedback
· External communication  letter to customer
· Internal comm.  letter to issue and clarify procedure n policy
· For employees letter  internal communication
· Function of org communication  inform. Persuade, promote goodwill
· Wifi  fast internet no cables
· Cellphones increase risk of accident
· Writing provides permanent record
· Serious problem  controlling info overload
· Info overload (300 emails inbox flood)
· Downward hierarchy  supervisor sends employees a memo to inform of policy
· Reengineered = improved upward flow
· Upward communication: suggestion system, reports, email messages
· Improved upward flow: ask employees to report complaints, incentive program to share feedback, trusting environment
· Horizontal communication: meeting of a bunch of managers (of same level)
· Grapevine: gossip
· Organization should use formal and informal to encourage open communication environment
· Ethical company = less litigation or gov’t regulation
· Unethical actions: abuse sick days, lie, lateness, coverup
· Rationalization trap?
· Ethical show pros and cons
· Fact =  examples;15%, 45% voted yes
· Opinion  customers enjoy our store cuz were friendly
· Plain English Laws  business must have written policies in language comprehensible (avg per.)
Chapter 2
· Teams: greater buy in, better decision making, faster response, increased productivity
· “dif time zone”  team must develop understanding, trust and commitment
· Group  shared purpose (department assigned individual tasks by manager)
· Virtual team: don’t meet in person, use technology
· Self directed: little to no supervision
· Storming phase  brings out conflict
· Norming  tension subsides and roles clarify
· Effective group leaders  dictate direction during crisis (?)
· Defines problem, sets rules, contribute ideas  group task role
· Asking opinions from others  relationship
· Task role : to meet goals
· Relationship role: a joke to ease tension
· Dysfunctional role: interrupting w inappropriate jokes
· Conflict is normal part of every workplace and team
· Groupthink: comes from quick descision
· 1st step to resolve conflict: listen
· Methods of decision making: minority, consensus, authority rule
· Teams should: encourage tactful constructive disagreement
· Effective teams can communicate effectively, diverse group of people, agree on purpose
· Leadership should rotate to those w appropriate experience at times
· Before writing a paper decide on how it will be goverened
· Edit,rehearse, evaluate  to determine if its fulfilling the purpose & meet audie. needs
· For an oral you need atleast 5 rehearsals
· Meeting should be viewed as oppurtunities to demonstrate leadership, communication and probsolving
· A change in procedure, what should manager do? Send email to inform staff
· Meeting expense: lost productivity of people attending it
· 5 or fewer workers for problem solving
· Effective and efficient meeting: minutes (one person should take them), another should act as a recorder
· Collaboration helps team with 3 important functions: meeting facilitation, project management and decision support
Chapter 3
· Listening skills: important part of customer service, skills of listening, writing & speaking, workers are most satisfied when they feel management listens to their concerns
· Business executive spend majority of time LISTENING
· We listen at efficiency rate of 25%
· Poor listening habits: process speech faster, large number of competing sounds and stimuli, lack of training
· Show interest – lean forward
· Critical listening: careful to judge and evaluate what she hears to determine if its fact or fiction
· Dampening: let someone vent their feelings without interruption
· Redirecting: “that’s an interesting comment, BUT what are your suggestions for improving serv.”
· Customer service: listening to customers will lead to increase profits, stay in touch with customers through call center, listening can be a strong customer retention tool
· Evaluation stage of listening: analyzes the merits of a message and draw conclusion
· Action stage of listening process: ask for additional details about the campaign
· Remember important points: review material heard, relate it to something else, 1st decide what she wants to remember
· Women listeners: provide steady eye contact and nod heads, opportunity to connect, interrupt to communicate agreemebt (MEN: LISTEN FOR FACTS)
· Good listener: open minded, positive attitude and involved
· Pharaprasing key ideas in message  increase retention of message
· Improve listening; review what speaker is saying while waiting for next idea
· Nonverbal message of wearing a suit: to complement and illustrate 
· Nod – can be a substitute for saying yes
· Smile and wink at audience during debate (CONTRADICTION)
· Nonverbal communication: are difficult to decipher when the verbal and nonverbal codes contradict eachother
· Length and form of eye contact can be learned reactions
· Eyes: most accurate predictors of a speakers true feelings and attitudes
· Open communication: arrange chairs in semi circle
· Positive nonverbal message: orginal cover letter, dress in a formal suit, laser printed copies
· Casual work clothes change the image you project
· Effective ways to improve nonverbal com: beware of interpreting nonverb messages you don’t understand in a sit or culture, watch facial expression and body language, if contradicting to verbal one ask to gain additional clues
Chapter 4
· Global economy: many corporations have formed multinational alliances to better compete
· Most import. Factor in rise of global market: development of new transformation and info tech
· Greatest obstacle multinational companies must overcome: # of misunderstanding from cult dif.
· Factors that led to globalization: maturing dom markets, trade agreems, explosion of middle clas
· Canadian society: cultural mosaic where individuals join the nation and retain their cultural iden.
· Culture is shaped by attitudes learned in childhood and later internalized in adulthood
· Culture may be changed by: advancements in technology and communication
· Visible signs of culture: wait patiently, no 13th floor, don’t step on cracks in sidewalk, bday celebration, careful in handling glass, father sits at the head of the table
· Prototype: generatlization that is  not fixed and rigid when used to describe a culture
· Communication in high-context culture : depend on the context of situation to help convey meaning
· Example of low context culture = Germany
· North American business people place high value on: directness, individualism, informality (THEY DONT PLACE A HIGH VALUE ON group decision making
· Example of how Japanese (high context) can be offended: if he gives u his business card and u stuff it right in your pocket
· Canadians are the most likely to take words literally
· FALSE STATEMENT: North American, Mexicans and Asians all equate time with $
· Ethnocentrism: belief that because your culture does something so do all
· Ethnocentrism may cause us to JUDGE OTHERS by our own values
· Improving ones tolerance of other cultures  requires practising empathy
· Cultures concerned with preserving social harmony and avoid offense  concern w saving face
· Improve communication w people from other culture  encourage listener to paraphrase
· Always accept blame  for misunderstanding and use simpler lang if other business person cant understand
· When writing: use short sentences and paragraphs
· Strive to accommodate your reader in organization, tone and style
· The workforcein future: will me more made up of women and miniries, and over 55
· Developing a diverse staff that can work together is one of the biggest challenges
· Concentrate on shared experiences and mutual goals, similar values to improve communication among diverse workplace audiences





Chapter 5:
· Business writing should be focussed on the reader
· To make business writing easier, follow a systematic plan when preparing and writing a msg
· Business writing should: solve problems and convey info, present ideas clearly, provide accurate information to be used in making decisions
· Expect to spend the most time revising, improving and proofreading the 1st draft
· 1st thing to do is determine the purpose of the message
· During 1st phase: anticipate how reader will respond to the message
· In 3rd phase the writer evaluates and decides wether the document achieves its purpose
· 8?Members of effective teams are usually eager to implement their recommendations
· Insert Comments: useful tool to point out problematic passage errors or answer questions
· During Prewriting phase team members are most likely to work closely
· Sec purpose: a sales letter includes a sample of the product to show the customers its quality
· Primary purpose of messages that answer questions, announce meetings, transmit find = inform
· Primary purpose of a memo encouraging employees to donate = PERSUADE
· Primary purpose of proposal requesting funds = PERSUADE
· Primary purpose of a memo that updates employees on changes = INFORM
· Annual report to describe company efforts to improve env: PP – inform SP – promote goodwill
· Determining whether delivered in person or email = select an appropriate form or channel
· Anticipate helps writer: indentify appropriate lang to be used, select most desirable channel, determine wether a secondary audience exists
· Always emphasizing receiver benefits
· Way to adapt message to audience: chose right word/tone, stress benefit, use sensitive lang.
· Flight attendant = more appropriate then (mail man, waitress, businessman)
· Letter carrier (more appropriate than: executives and wives, salesman, chairman)
· Positive messages should focus on what can be done instead of what can’t be done
· Most dangerous in terms of generating lawsuit= we will inspect your building
· Most dangerous in gen lawsuit: after touring the facility, we will determine its earthquake preparedness
· Employment recommendations should only contain positive statements about the employee












Chapter 6
· Phase 2 of the writing process begins with gathering necessary information
· The most useful way to research info is to investigate primary sources
· Brainstorming: should be kept short and have an established time limit
· Formal research method: setting up an experiment
· Informal research method: search company files for previous report on an issue
· Informal research includes investigating primary sources
· Cluster diagrams help generate and organize ideas
· Typical outline format: decimal and alphaneumeric (NOT: alpha decimal)
· Outlining forces a writer to: focus on the topic, identify major ideas, support ideas w detail
· Ideas in an outline should be group into 3-5 major components/categories
· Each major category should be divided into ATLEAST 2 subcategories
· Direct organizational pattern: outline present main idea followed by detail and evidence
· Most effective pattern is the direct pattern (& saves read time)
· Frontloading: present main idea at the beginning of the message
· Direct pattern  memo informing employees of medical benefits, owner’s manuals
· Indirect pattern  a proposal submitted to a gov’t agency requesting funding for a project, letter requesting donations to a shelter for the homeless
· INDIRECT PATTERN – ideas require persuasion
· One way to overcome writer’s block  research your topic and prepare an outline before you beging to write
· What is a phrase? Such as a businessperson, to be decided by the board of directors
· Clauses that begin with the words: if, when, because/ as are DEPENDENT (subject & verb)
· Independent clauses have: subject + verb+ COMPLETE THOUGHT
· Example of dependent: if I were to win the election
· Example of independent: then the decision was made
· Sentences should be 20 or fewer words : to be easily understood
· Important idea receive most emphasis when placed at beginning of sentence (the board approved the plan) most emphasis on board
· To direct attention away from people and focus on an action USE a passive voice
· Passive sentence: a change was indicated in the note at the bottom of the page
· Active voice: Europeans take take weeks vacations in the summer
· Pivoting paragraph plan: compare and contrast ideas (linking ideas)
· Transitional expressions: furthermore, as a result, however
· For instance, likewise, simaliry (transiotions which introduce examples)
· Paragraphs should contain eight or fewer printed lines
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