
Communication

Decision to send message about something -> Encoding of the message by the sender -> Channel through which the message is transmitted to the receiver -> Decoding of the message by the receiver -> Internal response by the receiver to the message

Purpose of communication

· Persuade
· Evaluate
· Inform/Instruct
· Motivate/Psych up or Calm down
· Problem Solve/Deal with Conflict

Types of Communication

INTERPERSONAL: Occurs between two or more people

INTRAPERSONAL: “self-talk”

NON-VERBAL: Important part of inter-personal communication and comprises 50% of all communication 

Interpersonal *Missed slide or two

Guidelines for sending effective messages 

1. Be direct
2. Own your message (I, my)
3. Be complete and specific
4. Avoid double messages
5. State your feelings clearly 
6. Separate fact from opinion 
7. Focus on one thing at a time 
8. Deliver messages immediately
9. No hidden agendas 
10. Be supportive 
11. Be consistent with non-verbal messages
12. Reinforce using repetition 
13. Tailor message to the experience of the receiver 
14. Was your message accurately interpreted? Look for feedback…

Non- Verbal Communication

· 50-70% of all communication
· Tends to believe more than verbal
· Physical appearance- first impression 
· “body language” - posture, gestures, body position 
· Touching (various forms)
· Facial Expressions
· Voice characteristics (pitch, tempo, volume, rhythm, and articulation 

Receiving Messages

a) Active listening
· A process focusing on content, intent and feelings
· Attend to ideas
· Acknowledge comment
· Give responding feedback
· Non-Verbal (head no, eye contact, etc.)
· Paraphrasing 

Examples of Paraphrasing

· What I hear you saying is…
· Let me see if I’ve go this right. You said…
· What you are telling me is…. 
—> Important that listen and not just hear
—> Plan or prepare o listen and attend

b) Supportive listening behaviour
· Supportive “with” the sender: value the message
· Attending (nod, direct eye contact)
· Confirming: understand the message, don’t interrupt 
—> Can be Non-verbal
· Stand close and face the sender
· Direct eye contact
· Facial gestures
· Open posture
—> Can be Verbal
· Actively communicate understanding and acknowledgment

c) Aware Listening

· Be flexible to listening according to the situation (use different strategies) 
· Be alert for barriers (i.e., noise) or breakdowns (i.e., misinterpretations)

When could breakdowns occur?

a) In the sender’s message 
· Ambiguous
· Inconsistent
· Verbal/non verbal communication conflict 

b) In the receiver’s message
· Misinterpret the intent
· Not attending/distracted

Special Communication Situations

1. Confrontation 

Face to face discussion between two people in conflict
· When used properly it can clear the air
· Examine the problem or behaviour and its consequences, rather than dictate specific solutions 
· If used- don’t use when angry
· Provide specific information or instruction
· Don’t attack character or personality 
· Identify exact feelings
· Think about consequences
· Empathize- put yourself in the other place
· Understand- clarify facts, ask direct questions, don’t grudge
· Be tentative- proceed gradually 

2. Criticism 

· Use the “Sandwich Approach”

1. A positive statement
2. Constructive, future-oriented feedback and/or instruction
3. A compliments - especially on effort

Summary:

· Communication is a process
· Be effective in sending AND receiving messages
· Identify breakdowns in communication
· Communication can be used for confrontation and criticism

Wan to be clear in what you are sending and what you are receiving

