Chapter 1: Getting the Message Across
A) Business Communication as a Path to Success
· Good communication plays a crucial role in building credibility and upholding standards of accountability in a global business environment where relationships thrive on trust.

· Delivering info effectively can depend on a fine balance between you and your audience, between a commitment to your business goals and an awareness of the needs of your audience. 

· The ability to communicate effectively is thought of as a soft skill: a social, interpersonal or language skill that complements a person’s technical skills. Versus hard skill: a technical skill a person requires for a specific job. Nonetheless, research has shown that communication is important to success. 

· 2005: Canadian Advanced Technology Alliance -> revealed communication has a top leadership skill

· Benefits of good communication:

· Enhanced problem-solving and decision-making;
· Increased efficiency, workflow and productivity;
· Improved professional image, business relationships and group dynamics.

B) Communicating for a Changing Workplace
· Knowledge economy: workplace much more diverse and nature of work changed 
· Knowledge worker makes and sells idea based product (software, music,design) vs raw material (before)
· Advantage: the value of knowledge products cab dramatically increase as the global market expands
· Challenge: ensure there is continued R&D, to draw on an educated workforce (trained in critical thinking) and to fight the problem of “brain drain” 
· Brian drain: the loss of experts to other countries
· Search engines (e.g Google)  made acquisition of knowledge more democratic
· Age of information makes researchers of us all

· Flatter organization: as organizations strive for greater cost-savings, efficiency, competitiveness, and sustainability, management hierarchies may be flattened with fewer divisions, more teamwork. 
· Decentralization and democratization of the workplace: fewer managers in the middle to pass along and interpret directions, makes for shorter communication chains  thus, every individual must be a skilled communicator 
· More participatory business management: where communication helps to build trust and understanding and motivate others.

· Business on a Global Scale:  the world’s economy is becoming increasingly global. Why? 
· Netscape, promoting the free-flow on information 
· Softwares (Paypal) promoting wider co-operations;
· Open-sourcing;
· Outsourcing and offshoring
· “amplifiers” that are digital, virtual, mobile and personal (WiFi, cellphones) 
· The ability to communicate across cultural barriers and to exercise intercultural sensitivity by respecting differences in cultures and business etiquette is crucial to succeed in this new global economy. 

· Diverse employee base: without this deep talent pool, Canada could very well lose out across diverse groups.
· Eg.: RBC calls it the “diversity advantage”
· More than ever, extra effort has to be made in creating a work environment where all individuals are valued and their voices heard.

· Team Work environments: we now communicate and collaborate more than ever before. 					
· Collaboration through cross functional teams 
· Good communication skills and interpersonal skills are necessary to work in team (overcoming conflicts)
· Special training used when teams need to boost performance: practice open communication
· Technology: teams could now meet virtually, eliminates time and space barriers
· 
· Advancing communication technologies (90s, Web 1.0 ?): allow us to communicate faster, farther and around the clock (meaning we are always using one technology or another) 
· E.g: fax machines, laptop, text messaging, voice mail, web conferencing, powerpoint (presentation software)        

· Connectivity through Web 2.0 technologies: (year 2000s ) consists of blogs, wikis, peer-to-peer file sharing, social networking platforms, virtual worlds. These allow users to create, distribute and share content. 
· Social Networking Sites: FB, MySpace and Twitter: facilitate the spread of information and allowing people to share information online the same way they do in the real world : users control the information they decide to share
· 3D virtual world: e.g Second Life 

· Communication Defined: 
· Communication: a transactional (exchangeable) and relational process involving the meaningful exchange of information. 
· Brings people together, in business it brings them together locally and globally: to solve problems, make decisions, buy, sell, and promote products and services, and work in the best interest of employees and stakeholders.
· Communication as a Field Study:
· Communication: something that is learned and requires skills beyond the ability to talk
· Communication theory: a system of ideas for explaining coomunication.
· Effort to discover what we can to do communicate more effectively can be studied from different theoretical frameworks:
· Rhetoric: the use of language to persuade an audience
· Semantics: the study of the words and symbols we choose
· Semiotics: the study of how meaning is assigned and understood
· Cybernetics: the study of how information is processed and how communication systems function 

C) Elements of the Communication Process
· Situated: embedded in a particular environment or socio-cultural environment
· Relational: involves the ability to interact effectively and ethically, according to what is needed at a given moment
· Transactional: A cooperative activity in which people adapt to one another

· Elements of Communication Process:
See Graph p 8
· Need a source and destination
· Success of this process depends on the extent to which a message received corresponds to the message to be understood as it was intended. (process not always simple)
· Message: any type of oral, written, or non-verbal communication that is transmitted by a sender to an audience.

· Sender: the participant in the transaction who has an idea and communicates it by encoding it in a message. Must consider the receiver’s context, knowledge, attitude and communication skills and then chose the right  symbols that convey the intended meaning.

· Encoding: the act of converting ideas into code in order to convey a written, oral or non-verbal message. Message can be encoded verbally or non verbally (writing, gestures, speech). 


· Channel: a communication pathway or medium over which a message travels. A medium can be synchronous (same time) or delayed or asynchronous (transfer of info can be stored and accessed later

· Synchronous: face to face, telephone, video conference: allows most spontaneous and rapid interaction\


· Asynchronous: e-mail, faxes, weblogs, discussion boards: more time to reflect on message

· Receiver: the person for whom the message is intended, who decodes the message by extracting meaning from it. Responsible for decoding. 


· Decoding: the act of extracting meaning from spoken, written and non-verbal communication. 

· Feedback: the receiver’s response to a message that confirms if the original message was received or understood. Can be non-verbal, can consists of “umm umms”


· Barriers to Effective Communication
· Noise: any form of physical or psychological interference that distorts the meaning of a message.
· Communication barriers: problems that can affect the communication transaction, leading to confusion or misunderstanding. 

· Channel overload: the inability of a channel to carry all transmitted messages. # pf message transmitted exceed the capacity of the channel to handle them. (e.g. leave voicemail and his/her voicemail box is full)
· Information overload: a condition whereby a receiver cannot process all messages due to their increasing number. (person cannot handle all the messages)
· Emotional interference: a psychological factor that creates problems with the communication transaction
· Sematinc interference: interference caused by jargon, ambiguity, language or dialect differences and different ways of assigning meaning. (wide margin on interpretation, shifts in meaning: bypassing)
· Physical and technical interference: inference external to the sender and receiver.(technical difficulties)
· Mixed messages and channel barriers: conflicting perceptions of a signal or message that may result in miscommunication.(saying raise but raising eyebrows, choosing the wrong communication channel)
· Environmental interference: interference that result from preconceptions and differing frames of reference.(difference in culture)

Overcoming these barriers:
· Be timely and time-sensitive
· Be purposeful
· Be a good listener and a careful reader
· Be context sensitive
· Be proactive

D) Communication Contexts
· Effective communication on the job relies on skills related to the following 5 forms:
· Interpersonal communication: interaction between 2 people, either face to face or through mediated forms. Dyadic: a group of two
· Small-group communication: an interaction process that occurs among 3 or more people to achieve common goal
· Organizational communication: communication within a hierarchical social system, composed of independent groups focused on common goals. (large business, governmental institutions)
· Intercultural communication: the management of messages between people of different cultures.
· Mass-communication: an interaction in which a small group of people sends a message to a large anonymous audience. (indirect,radio-magazne)

E) Non-Verbal Communication
· NVC: communication that does not use words but takes place through gestures, eye contact, and facial expression.
· According to Albert Mehrabian (UCLA professor): 7% of the meaning is in the words; 38% is in paralinguistic; 55% in non-verbal expression 
· Theses non-verbal cues have the power to intensify what an individual is trying to convey 
· Five roles of nvc in relation to verbal communication :

· Repetition
· Contradiction: non-verbal messages can conflict with the message an individual is trying to convey verbally, resulting in mixed messages and additional challenges for the decoder. 
· Regulation: tapping a person on the shoulder to initiate a conversation 
· Substitution: eg. Team members might guess that an important contract has been lost if the team leader enters the meeting room with a sad expression
· Accenting and complementing: n-v displays can underline, amplify or tone down a message. Accenting: Pounding on table while saying “We have to cut our budget”

· Cannot interpret these cues as universal terms. Non-verbal skills and abilities fall into 3 domains, all essentials to achieving competence as non-verbal communication: 

· Encoding (emotional expressivity): the ability to send n-v messages accurately to others
· Decoding (emotional sensitivity): the ability to accurately read another person’s n-v cues. 
· Regulation: the ability to control one’s n-v displays and expressive behaviour to suit social situations. 
· N-V cues enrich verbal messages as it is not always what you say but how you say it that people will remember. 

· Components of N-V Communication

· Proxemics: the study of the use and perception of space: the amount of space that individuals  maintain between each other during an interaction
· Chronemics: the study of time in n-v communication: timing and frequency
· Paralanguage: n-v vocal qualities of communication 
· Vocal qualities: intonation, pitch, speed, inflection, intensity, articulation
· Vocal characteristics: express emotion: laughing, crying, yelling
· Vocal segregates:  pauses or fillers : “ummmm” “ahhhsss”

· Kinesics: n-v communication conveyed by gestures, eye contact, posture and facial expressions, body movements, 
1) Gestures: are often culturally determined, may complement or contradict other forms of communication 
· Emblems: waving goodbye-easily translated into unequivocal verbal statements
· Illustrators: depicts what is said verbally
· Affect displays: gestures that convey emotion; smile
· Regulators: control interaction: leaning forward to signal entry into a conversation
· Adaptors: body movements that aid in the release of bodily tension: crossing arms in anxious situation

2) Posture: openness versus defensiveness
3) Eye contact: direct: honesty; averting the eyes: dishonesty or stress
4) Facial Expressions: indicator of personality traits, attitudes, judgements, emotional states
5) Image: clothing, possessions, conformity

F) Communicating in Organizations

· Internal and External Communication
· Internal communication: communication through the channels of an organization  back and forth sharing of ideas and information among superiors, co-workers, subordinates e-mail are most used
· External communication: communication with audiences who are part of an external environment
· Functions of business communication: inform, persuade, promote good will and fourth: increasing importance in external communication 

· Essential Skills for Workplace Communication 
· Reading : comprehension skills enable you o absorb and analyze masses of sometimes complex and technical written information
· Active listening: listening that demands close attention to the literal and emotional meaning of a message and a level of responsiveness that shows the speaker the message was both heard and understood.  developing an awareness of cognitive dissonance: the tendency to reject messages based on personal value systems

· Informal and Formal Channels 
· Organization grows, the greater is the need for instituted systems that formalize and regulate its communication 
· Formal communication network: a system of communication sanctioned by organizational management/ enhances efficiency, productivity, and overall performances 
· Informal Oral Network: unofficial internal communication pathways that carry gossip and rumours, sometimes accurate, sometimes not (also known as grapevine): develop when individuals socialize about by talking about work travels fast but not entirely accurate / major source of info in the workplace e.g: rumours about firing 

· The Flow of Information

· Among workers within an organization, info flows through formal communication channels: upward, downward, horizontally 
· Upward communication flow: facilitates the flow of information through an organization’s hierarchy,  helps upper manager stay in touch with workplace realities
· Downward: channels information from superiors to subordinates. Used to : clarify corporate  strategies, explain policies, give performance feedback. The longer the chain, the greater the chance the message will be distorted
· Horizontal: enables individuals at the same organizational level to share ideas and exchange info.  Done by e-mail, telephone, or face-to face: share information, solve problems and coordinate activities. Most used in flattened hierarchies. 

G) Ethical Communication

· Ethics and Legal responsibilities of business communication 
· Business ethics: the socially accepted moral principles and rules of business conduct: in regards to both stakeholder and the administration of products and services 
· 2012: 80% of public and private sector firms responded to a KPMG survey that they had instituted a code or policy to deal with ethical issues
· Ethical business and communication create a marketplace advantage, enhance employee performance, and promote a strong public image, save thousands of $$, provide incentive for leniency in legal proceeding. 

· Ethical Lapses and why they happen 

· The safety in # rationalization: “everyone does it”
· The head-in-the-sand rationalization: people believe that ignoring a problem will make it go away
· The between a rock and a hard place rationalization: infraction are justifiable when committed out of necessity
· The “it’s no big deal” rationalization : their ethical lapses are not serious, and therefore they believe they have no consequences
· The entitlement rationalization: believe their unethical actions are excusable or that they are entitled to break rules
· The team player rationalization: ethical trap: fear of confronting superiors about their transgressions

· Tips to becoming a good and ethical corporate citizen:
· Tell the truth
· Avoid language that attempts to evade responsibility
· Don’t suppress or de-emphasize important info
· Offer good value for $
· Be timely in your communication
· Avoid Libel: false, malicious, derogatory remarks
· Distinguish between fact and opinion
· Use layout that does not hide info
· Know what you can and cannot disclose to certain parties according to corporate disclosure practices and confidentiality agreements
· Be especially careful communicating in cyberspace
· Don’t claim authorship of documents you have not written 

H) Cross Cultural Communication 
· Businesses must interact with the rest of the world for survival
· The need for connectivity demands that employees learn to communicate effectively, in spite of obstacles presented by differences in culture and language
· Diversity in the workplace: successful businesses are adept at capitalizing on the strength of a diverse multination workforce and reducing misunderstanding in order to benefit consumers, promote harmony and forge high-performance work team

· Understanding cultural differences:
· Culture: the shared customs and patterns of behaviour of a particular group or society, including its language, beliefs, rules and structures. 
· Challenge in communication: defy ethnocentrism: the tendency to make false assumption, based on limited experience, that one’s own cultural or ethnic group is superior to other cultural or ethnic groups. 

· Intercultural Communication Defined: the management of messages for the making of meaning among peoples and groups of different cultural and ethnic backgrounds
· Research on intercultural communication: developed in the 1950-1960, looked for ways to overcome miscommunication (low context cultures vs high context cultures)
· Cultures tend to differ in several important respects: individualism and collectivity, logic and feeling, directness of their communication, elderly, life partners, gender roles, orientation (etc./ p24)

· High and Low- Context Communication Styles
· These contexts differ verbally, expression wise, gesture wise
· Low context cultures: (Germany, Scandinavia, North America) meaning exclusive of the context of the situation (the literal content of the message rather than how it is said. Information is explicit and detailed: Do not need to provide to provide with much background information. Value individualism and self-assertion
· High context cultures: (Japan, China, Korea and Arab countries) communication relies heavily on n-v, contextual and shared cultural meaning, gestures, facial expressions.  How things are said is important (Vs Low context).  Value we versus I. Directness may be thought of disrespectful. 

 
· Communicating Interculturally
· Pay attention to n-v  behaviours
· Use simple English and speak slowly enough
· Adjust the level of formality to what is considered culturally acceptable
· Excuse misunderstanding
· Encourage feedback/ test audience’s understanding
· Don’t interrupt
· Practice Active listening
· Be sensitive & patient 
· Adopt formats that are used in the reader’s country
· Address readers using their professional titles (not first name)
· Use only words that can be found in English-language dictionnaires
· Keep sentences direct and simple
· Use correct grammar
· Include politeness strategies
· Avoid humour, irony and sarcasm
· Use international measurement standards. 






 	






                              












