Chapter 9- Empowerment, Teamwork, and Communication

Definition: Communication
· Communication is a two-way process in which the communicators try to achieve a shared meaning 

Characteristics of Communication
· Communication does not mean understanding
· Communication is a dynamic process – no obvious beginning and end, and a means through which we bring definition to the world around us
· Communication is interactive, a reciprocal process

75% of what a manager does is communicate

The Communication Process- 2 phases

1. Transmission phase: information is shared by 2 or more people.
2. Feedback phase:  a common understanding is assured.
· Starts with the Sender who wants to share information.
· Sender must decide on a message to share
· Sender also puts the message into symbols or language, a process called encoding (constructing the message).
Noise: anything harming the communication process (distractions that interfere with the message)

· Messages are transmitted over a medium to a receiver.
· Medium: pathway the message is transmitted on (phone, letter).
· Receiver: person getting the message.
· Receiver next decodes the message.
· Decoding allows the receiver to understand the message (interpreting the message).
· This is a critical point, can lead to misunderstanding.
· Feedback is started by receiver and states that the message is understood or that it must be re-sent.

Communication Issues

· Encoding of messages can be done verbally or non-verbally
· Verbal: spoken or written communication.
· Nonverbal: facial gestures, body language, dress.
· Sender and receiver communicate based on their perception.
· Subjective perception can lead to biases and stereotypes that hurt communication.

Verbal communication is only 35% of communication

Verbal vs. Non-Verbal Communication

	Verbal
	Non-verbal

	Usually deliberate
	Often governed involuntarily

	Learned later life
	Learned earlier in life

	Come in an orderly sequential way
	Comes simultaneously from multiple channels

	Has a definite ending point
	Continuous process, never ending



Categories of Non-verbal communication

· Chronemics- the use of time
· Proxemics- the use of space
· Paralanguage- use of voice (pitch, volume, tempo)
· Material  possessions- style of dress
· Chronamics- communication through colour
· Smell
· Oculecs- eyes
· Hapitics- touch
· Kinesics- body language


Direction of Communication in an Organization

· Downward communication
· Goals, objectives, directions, decisions, and feedback
· Upward Communication
· Information, suggestions, questions, problems
· Lateral Communication
· Information exchange – formal and informal – that assist or affect coordination

Barriers to Effective Communication

1. Interpersonal barriers
· Selective perception
· Individual differences

2. Organizational barriers
· Differences between levels of authority

3. Cultural barriers
· Stereotyping	
· Cultural distance


Group: 2 or more people with a common relationship

Team: a small number of people with complementary skills who are committed to a common purpose
· Shared leadership/accountability

Type of teams

· Problem-solving
· Teams that comprise knowledge workers that meet to solve specific problems

· Self-managed
· Employees performing inter-dependent jobs, taking on many responsibilities

· Cross-functional
· Team made up of employees from different levels or functions of a firm

· Virtual
· Using computer technology to bring together dispersed employees

· Work teams

Five-Stage Group and Team Development

Five-Stage Model
· Forming
· Storming
· Norming
· Performing (high and low)
· Adjourning

Punctuated Equilibrium Model (PEM)
· Phase 1: first meeting sets the team’s direction, followed by a period of inertia
· Phase 2: a burst of changes in old patterns followed by a new direction

 (
Phase 1
)Forming: uncertainty about a team’s structure, performance and goals
Storming:  group conflicts and resistance imposed n individuality
Norming: close relationships develop as well as a strong sense of team identity
 (
Phase 2
)Performing: the team becomes fully functional
Adjourning: group disbands

5 Generations at Work

Traditionals (1930-1945)
· Respect their conservative values 
· Teach instead of being dismissive
· Respect their significant experience

Baby Boomers (1946-1964)
· Treat with respect and show them they are valued
· Remember their strong work ethic

Generation X (1965-1976)
· Understand if they’re trying to be impersonal, that they’re trying to be efficient
· Listen closely to their ideas

Millennials (1977-1990)
· Communicate clearly and specifically job instructions
· Be flexible with hours
· Challenge them when the opportunity arises 

Generation 9/11 (1991-)
· Speak to them as adults
· Be supportive and positive when talking to them
· Understand their sensitivity to technology

