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Chapter 5 Notes: 
· Nature of Listening
· Hearing and listening not the same thing 
· 4 steps in the process of listening
· Selecting
· Cocktail party effect
· In a situation with a lot of noise, but if someone were to call your name you would hear it. 
· We hear what is relevant to us in a situation
· Understanding
· Context, inference, cognitive complexity
· How we interpret something based upon the context (i.e. foreign lands)
· Remembering
· Value of doodling
· Simplistic, respond in the most obvious way
· Respond in a more cognitively complex way (i.e. stats go down, what are the different reasons for this)
· Gain knowledge in age
· Can be a positive factor: people doodling able to concentrate better than those who aren’t
· Multitasking: trying to do many things at once (grades may be lower than someone who isn’t multitasking)
· Listening to music can help people remember sometimes
· Responding
· Role of verbal and nonverbal
· Why Listening Matters
· Listening affects the development and maintenance of personal relationships
· Can have a dramatic effect on relationships with others
· Educational context, students benefit from good listening skills
· Supportive listening, builds trust among health care providers, patients, and clients
· **WHEN DOCTORS DON’T LISTEN** 
· More lawsuits occur
· Wendy Levinson tape recorded routine patient visits (to 120 primary care physicians) doctors with fewer than 2 malpractices spent 18+ mins with a patient compared to 15 mins by those with more lawsuits
· Front line workers (i.e. waitresses) benefit financially from good listening skills
· Listening affects productivity in the workplace and profits in the marketplace
· Poor listening will cost a corporation with 100,000 employees $3 million each year if each of its employees makes a $30 mistake
· According to studies…
· 92% of employees who rated their managers as good listeners said they were satisfied with their jobs
· 58% of managers rated as good listeners had received listening training, 89% of poor listeners had no training
· 58% of the highly-rated listener group were women, who used more nonverbal cues
· **HOW DO MANAGERS VIEW THEIR LISTENING SKILLS**
· Not the same as employees
· Virtually all managers in one study perceived their own listening skills as good or very good
· Employees scored same managers as infrequently demonstrating effective listening
· Barriers to Effective Listening
· Information overload and multi-tasking
· Difference between thought rate and speech rate
· Listening from your own perspective
· Taking away from the other person’s perspective (evaluating, shifting the focus, advising, and interpreting)
· What Do We Know About Multi-Tasking?
· Study 1: 
· Students compared two rotating objects while listening to someone reading sentences aloud
· The task engaged two different parts of the brain—one that processed spoken information and one that processed visual information
· When multi-tasking, brain activation dropped by 53% with spoken and by 29% with visual
· Study 2:
· Time spent on laptops was negatively related to student learning, including understanding of course content and grades. 
· The more time spent browsing the Internet during class. The lower the final grades
· Other Barriers on Effective Listening
· Interruption is a major barrier to achieving understanding
· According to Torkel Klingberg, professor of cognitive neuroscience at the Stockholm Brain Institute in Sweden, people report being interrupted or distracted every 3 mins while at work
· Using a computer analogy, he says that we have an average of eight windows open at the same time—all of which are dedicated to responding to these demands
· Constantly distracted  hard to complete a task
· Often we anticipate what the other person will say before he/she speaks
· “Joe we have a personnel problem in my group. People don’t like the new rules. Everyone wants…”
· “Yeah, yeah, I know. Everyone wants to a day off. I’m fed up with their complaints.”
· Anticipating listening habits
· Advising is one of the most common responses to someone sharing a problem:
· “I agree with you. It’s a problem. Now this is what you need to. Figure out who’s behind all the complaints and get rid of the person.”
· Advising is all about your point of view
· Sometimes we listen defensively
· “I take that last comment personally. I’ve done everything I can to make those workers happy, and nothing makes a difference. I’ve got a family too. Don’t you think I’d like to have better working hours? They don’t realize how much overtime I put into this company.”
· Too often we listen selectively, hearing what we expect to hear.
· “I knew the issue of flex time was going to come up, and my position hasn’t changed.”
· “I didn’t mention flex time, Joe. I was talking about how the workers feel about working on weekends and holidays.”
· “Yeah? Well I hear you say they weren’t happy with their hours, and I just assumed…”
· When discussing controversial topics, we may prepare counter arguments while listening to the person. 
· Sometimes we listen for information that we can use against the person at a later time
· “You were arguing for special concessions for the kitchen staff last year. Now you want more privileges for the receptionist. I’ve been noticing there’s a pattern.”
· Getting the Most out of Listening: 
· Listening to Learn
· Deliberative listening: analytical, evaluative
· What are typical rates of recall in lecture situations?
· 50 % immediately after hearing a 10-minute presentation
· 25% after 48 hours
· 10% common in classrooms
· Strategies for Listening to Learn
· Sit near the front
· Eliminate distractions
· Pay attention
· Take good notes
· Review your notes
· Be aware of confirmation bias
· Practice active listening
· Listening to Sustain or Improve Relationships
· Empathetic Listening
· Supportive and intuitive
· Accepting
· Sensing and feeling with the speaker
· Non-evaluative and non-directive
· Limit your own talking
· Use nonverbal cues to show attention
· Practise empathic listening
· Paraphrase the content or feeling in the message
· Examples of paraphrasing content:
· This is what I think I heard you saying
· You seem to be saying
· If I understand you correctly, you are saying
· Examples of paraphrasing feelings:
· You sound…
· So you’re feeling...
· It sounds as if you have some doubts about whether…
· Tips for Effective Listening
· Make an effort to enhance your cognitive complexity
· Avoid checking your email or social media accounts during challenging listening situations
· Use silence to communicate
· Use words that explicitly acknowledge that your understand and empathize with the speaker’s experience
· Use nonverbal cues and vocal sounds to show you are listening
· Summarize and paraphrase what the speaker has said
· Ask questions
· Actively think about what the speaker is saying

Chapter 6 Notes:
· What are the Characteristics of Language?
· Language is…
· Symbolic
· Triangle of meaning
· Symbol (something that stands for something else)
· Referent (object or idea to which a symbol refers)
· Thought (mental image that we associate with a symbol and its referent)
· Broken line reflects arbitrary nature of links between the referents and the words we use to represent those things
· Can’t be explained logically
· Symbols
· In other words, meanings are in people, not in words or other symbols
· Denotative vs. Connotative meaning
· Denotative/dictionary meaning (spider: any eight-legged arthropod of the order Araneae with a round unsegmented body, many of which spin webs for the capture of insects as food)
· Connotative/personal meaning (spider: the spider you see in your head, which may stimulate emotions such as fear, anxiety, or curiosity, depending on your background and experiences with spiders)
· Rule bound
· Phonological Rules
· Rules governing how sounds combine to form words
· Words in Hawaiian must begin with a consonant
· Words in Hawaiian must not end with a consonant
· Words in Hawaiian must NOT have two consonants in a row
· Syntactic Rules
· Rules governing how we arrange words and punctuation or other symbols
· i.e. young child calling where you are rather than where are you
· Semantic Rules
· Rules concerning the agreed-upon and shared meanings of words, which can vary over time, across cultures, and according to personal experience
· i.e. Canadian (beaver tails friend pastry or body part of an animal)
· i.e. British vs. American (knock up British slang means to wake someone, American slang means to get someone pregnant)
· i.e. Australian (bug seafood resembling lobster)
· Semantic changes also occur overtime
· i.e. I have a virus 
· 1950: I’m home sick with a cold
· 2015: My computer has been hacked
· Pragmatic Rules
· Rules that take context into account in arriving at meaning
· Meaning depends on WHO is involved, WHAT the message is about, WHEN and WHERE the interaction is occurring, and WHY the discussion is taking place
· i.e. meaning of how are you/take your clothes off depends on whether a doctor, friend, or casual acquaintance asks the question
· Culture bound
· Some words exist only in one culture:
· Tartle (Scottish)- the experience of hesitating when you are introducing someone whose name you can’t remember
· Vybafnout (Czech)- the jump out and say “boo”
· Some say that language determines how we see the world
· Dynamic
· Language evolves and changes over time
· Social media have spawned many new words such as UNFRIEND, OMG, LOL, DOWNLOAD, TWEET, and HASHTAG and given new meaning to others: FOLLOW, CONNECT, LIKE.
· Historically women have has a strong influence on the evolution of language
· Upper-class females drove the shift from a medieval to modern English (e.g. ye to you)
· Middle class teenage girls disseminate most new language forms today
· e.g. teenage girls in the San Fernando Valley near Los Angeles developed “VALLEYSPEAK” which includes up talking and excessive use of the word “like”
· The Origin of Valleyspeak
· Teens in San Fernando Valley, near Los Angeles
· California surfer crowd
· Song and movie Valley Girl (1970), which introduced a whole lexicon that is still in use, now by the general population
· Examples of Valleyspeak:
· Like (placed anywhere in the sentence)
· I’m like so totally not into that
· He was like freaking me out
· Whatever (placed anywhere in the sentence)
· Helloooo… 
· Awesome, cool, bad, classic (for something good)
· Bogus, rad, stupid, crap, yup good (for something bad)
· Another characteristic of Valleyspeak involves uptalk where the pitch of your voice rises at the end of a sentence, as if you are asking a question
· Social Functions of Language
· Language allows us to construct and name our world
· Language brings us together or separates us
· Language conveys credibility on the user
· Language Allows us to Construct and Name our World
· Until we have a label (or name) for something, we cannot talk about it or address it
· E.g. ADD, OCD, narcolepsy, post-partum depression, and PTSD went unaddressed for years because they had no name
· E.g. until the US called Vietnam a war instead of a conflict, vets could not join the Veteran of Foreign Wars (VFW)
· E.g. Japanese could not get compensated for suicides from overworking (karojisatsu) and deaths (koroshi) from overworking until the phenomena were named
· Naming and Identity
· Your name is more than just a label for you
· Names can influence how we see ourselves and how others see us
· People associate many characteristics, such as athleticism, masculinity/femininity, intelligence, creativity, and popularity with names. 
· Names Over the Years
· Classic names
· Surname names
· Place names
· Athletic names
· Unisex names
· “Good Girl” names
· Biblical Boy names
· Nature names
· So-far-out-they’re-in-names
· So-far-in-they’re-out-names
· Language Brings us Together or Separates us
· The term convergence refers to language practices that unite us:
· E.g. restricted codes (language and gestures that only insiders understand)
· The term divergence refers to language practices that emphasize differences:
· E.g. teenage slang
· Language Conveys Credibility to the User
· More powerful language and more instrumental and report talk used by men
· More powerless and deferential language and more rapport-building talking used by women
· Examples of language used most often by women:
· Tag questions such as “it’s hot in here, isn’t it?” imply that you are uncertain and that you seek approval from the listener
· Disclaimers such as “This may be a bad idea, but…” or “this is just my opinion” announce that you are unsure about your viewpoint even before you state it
· Rising pitch at the end of sentences such as “I was thinking we might go to the movie?” imply doubt
· Hesitations (e.g. “well” and “um”) and hedges (e.g. “I guess” or “sort of”) convey lack of certainty and lack of confidence
· Self-doubt finds expression in an excess of words such as “I think” “I’m not too sure about this” or “I’m not an expert but…”
· Barriers to Effective Verbal Communication
· Bafflegab
· Refers to language that is wordy, often overly ornate, and generally incomprehensible
· Avoid wordiness and unnecessarily big words
· Bafflegab: to be sure to achieving optimal outcomes, it is essential that employees be given the tools that are necessary for the completion of their tasks
· Instead of: to get the best results, give your employees the tools they need to do the job
· Professional jargon sometimes—but not always—falls into the category of bafflegab
· All professionals and workers—doctors, lawyers, artists professors, engineers, laborers, mechanics, waitresses, and even the sex industry—use jargon
· Within organizations and professions, jargon allows members to communicate more effectively and quickly in shorthand 
· When used to communicate with external publics, jargon confuses and alienates and becomes bafflegab
· Equivocality
· Refers to the possibility for words to have more than one meaning
· I.e. Joe was in a court fighting a ticket for the parking his car in a restricted area. The judge asked if he had anything to say in his defense. “they shouldn’t post such misleading notices” said Joe “it said, FINE FOR PARKING HERE”
· Two kinds of language
· Abstract language
· Concrete: you can experience the referents for concrete words with your five senses
· Abstract: you cannot touch, see, taste, hear, or feel the referents for abstract words
· What’s wrong with abstract language?
· Good writers use concrete descriptions—words that paint a picture
· Abstractions are usually boring
· Abstract words rely on listener interpretations, but listeners are all different; so the meanings vary from person to person
· Abstract vs. Concrete
· Use the abstract language: the Huns were barbaric
· Use of highly concrete and vivid language: the Huns ate raw meat, drank fermented mare’s milk, and murdered captives by allowing their children to club them to death
· Relative language
· A relative word does not have just one definition; it depends on the context
· For example, we are big or small, talented or not talented, depending on the person with whom we are being compared
· This kind of language creates uncertainty in the receiver of the communication
· Euphemisms and doublespeak
· Euphemism
· An expression meant to be less disturbing or offensive than the word or phrase it replaces
· Taking the edge off uncomfortable concepts
· “Mature” for older adult
· “Pre-owned vehicles” for used cars 
· “Held back a grade” instead of failed  
· “Crossed over,” “went to final reward,” or “kicked the bucket” for died
· “Correctional facility” for prison
· “Sanitary engineer” for garbage collector
· “Adult entertainment” for pornography 
· Taking the edge off organizational firings and layoffs:
· Downsizing, reengineering, rightsizing, restructuring, streamlining, repositioning, outsourcing, transitioning, personnel enhancement
· Doublespeak
· Language that deliberately misleads and disguises the true meaning of words
· Often used to make war more palatable and hence more dangerous than other euphemisms
· Elimination of unreliable elements – people imprisoned, shot, or sent out of the country
· Non-operative personnel – dead soldiers
· Collateral damage – unintentional injury or killing of innocent people such as civilians and children
· Servicing the targets – killing the enemy
· Softening up – dropping bombs in anticipation of an invasion
· Civilian irregular defense unit – mercenaries
· Terminate with extreme prejudice – kill someone
· Orderly retreat – running from the enemy
· Targets of opportunity – the enemy
· Surgical strike – bombing or shelling
· Terminate with extreme prejudice – kill
· Enhanced interrogation – waterboarding or other torture techniques
· Language misuse
· Using words incorrectly
· Using the wrong word (a word that sounds like the other but carries a different meaning)
· E.g. I got a subscription for the pill
· Using word that doesn’t exist
· E.g. irregardless
· Using a word in the wrong context
· E.g. I’m anxious to receive my prize
· Static evaluation
· Applying labels that “freeze frame” our views of people, assuming they do not change over time or in different situations
· E.g., we form views of people that resist change, even in the light of evidence to the contrary: “Joe is irresponsible.” “My boss only cares about the bottom line.” Those statements may have been true five years ago, but people mature and change their opinions.
· E.g., we expect Conservative politicians to make only conservative choices and NDP representatives to make only liberal choices. We get upset if they change their opinions.
· Politically incorrect language
· Use inclusive, gender-neutral language
· When referring to people with disabilities, avoid terms with negative connotations such as “handicapped”
· When referring to people from visible minorities, avoid using outdated language
· Avoid unnecessary descriptors such as “lady lawyer” or “gay activist”

Chapter 7 Notes:
· Nonverbal Communication
· We can define nonverbal communication as “communication that doesn’t involve language”
· E.g. posture, stance, eye contact, gestures, physical appearance, and dress
· Differences Between Verbal and Nonverbal Communication
· With verbal communication, a one-to-one correspondence exists between two sets of symbols
· E.g. with semaphore, the position of a flag represents a letter in the alphabet
· Primary Functions of Nonverbal Communication
· Replacing or substituting for verbal messages (emblems)
· Nonverbal cues that replace the verbal with a nonverbal message, culture- and context-bound
· E.g. nodding head, applauding, thumbs up
· Cross-culture meanings of emblems
· OK Emblem
· OK or good – North America
· Money – Japan
· Zero or worthless – France
· Sexual insult – Northern Greece, Turkey, Germany, Russia, Paraguay, Brazil, Malta, other
· Thumbs Up Emblem
· Great, good, ok – Canada, US, Russia, Egypt, China, many others (738)
· Insult – Australia 
· Obscene gesture – Iraq, Iran, Thailand
· Hitchhiking – US, Canada, Australia
· Number 1 – 40 countries, esp. Europe
· Complementing, repeating, and accenting verbal messages (illustrators)
· Illustrators complement, repeat, or add emphasis to verbal messages.
· E.g., Smiling warmly when saying “I love you,” slapping your hand on the table when saying “No!”, or pointing to a watch as you say the time
· Illustrators have no meaning on their own; they get their meaning from the accompanying words and the context.
· Illustrators differ from replacing or substituting function because they accompany words.
· Regulating interaction (regulators)
· Nonverbal cues that control and manage the flow of communication between people
· e.g., raising hand to say “Wait until I finish.”
· e.g., raising finger to say “I want to speak.”
· e.g., Whistling and using hand movements to tell drivers when to stop or go at a traffic crossing
· In the above examples, we can see that nonverbal regulators also perform a substituting function. They take the place of spoken requests or demands.
· Relieving tension and satisfying bodily needs (adaptors)
· Gestures designed to satisfy some need
· E.g., adjusting clothes, shifting position, or twisting a strand of hair
· Adaptors convey information, which may be meaningful or meaningless. 
· E.g., if you stroke your arm, it could indicate you are nervous—or that your arm is hurting
· Conveying emotion (affect displays)
· Nonverbal carries 93 per cent of emotional content of messages, verbal carries 7 per cent.
· E.g., Touch carries much emotional content.
· When we read facial expressions in tandem with body language, we increase our accuracy with respect to interpreting the emotional content of messages.
· Secondary Functions of Nonverbal Communication
· Making first impressions and violating expectations
· Making connections through immediacy
· Building and maintaining relationships
· Making First Impressions
· We over-value first impressions
· We see physically attractive people as more likeable, confident, and comfortable in social situations
· We respond favourably to people seen as agreeable, outgoing, open, conscientious, and emotionally stable
· Although often wrong, we place more importance on agreeableness than any other personality characteristic
· Violating Expectations
· Expectations influence judgments of others, and culture and context play a role in our expectations
· When people violate our expectations, our perceptions of them can change in a positive or negative direction
· Making Connections Through Immediacy
· We are drawn to people who exhibit immediacy behaviours
· Immediacy behaviours decrease physical and psychological distance between communicators and increase feelings of closeness and liking
· We display immediacy when we lean toward the other person, make eye contact, nod warmly, or smile
· Immediacy influences the likeability of politicians and instructors, increasing motivation to support the politicians and instructors, increasing motivation to support the politician or to engage in classroom activities
· Building and Maintaining Relationships
· We use nonverbal cues to signal romantic interest in another person
· The cues can include eye contact, touch, leaning toward the person of interest, self-grooming, and smiling
· E.g. self-grooming cues include adaptors discussed earlier such as running your fingers through your hair, twirling a stand of your hair, adjusting your tie, smoothing your clothing, or fixing your makeup
· Even if men tend to initiate the courtship process, studies show that women often regulate the process.
· Nonverbal communication plays a role in the initiation, maintenance, and ending of romantic relationships.  
· Nonverbal Communication Channels
· Facial expressions, eye contact, and gaze
· Six facial expressions that appear across cultures: anger, disgust, fear, happiness, sadness, and surprise
· Functions of eye contact: to show interest, convey understanding or confusion, express emotion, signal sexual interest, demonstrate respect, and regulate conversation
· Cultural and other differences in how people interpret direct eye contact and gaze  
· Vocal cues and silence
· Paralanguage – elements of speech that we do not recognize as language, including intonation, tone, pitch, speech rate, volume, and hesitations
· Role of silence: to comfort; give space for listening; punish; show defiance, fear, or reluctance to take a stand on an issue; or add drama, weight, and impact to a statement.
· Reactions to silence: discomfort in talk-oriented cultures
· Body movement, posture, stance, and gestures
· Kinesics – body movements, posture, stance, and hand gestures, often called body language
· Posture and Power
· Nonverbal leakage – unconscious body movements that give unintended information
· E.g., posture changes, repetitive toe or finger tapping, muscle twitches, tensing of legs
· Most frequent sources of leakage: feet and legs, followed by hands (less controlled and regulated than face) 
· Clothing and personal artifacts
· Internet study by Jennie Noll into self-presentations and victimization
· How and what dress communicates
· University of Calgary study – Perceptions of physicians based on dress codes
· Milgram and Zimbardo studies – Perceptions of authority figures based on status and dress
· Touch
· Power of touch: 
· Improves moods, sleep and growth patterns in children; reduces stress and lowers health risks in adults; offers comfort and affection and enables us to reach out to other people  
· Beneficiaries:
· Waitresses, doctors, teachers, managers, everyone!
· Cultural variations: 
· Touch-phobic and touch-hungry societies, coffee shop experiment
· Colour
· Some studies have connected personality to colour preferences.
· Cultures vary in the meanings they attach to colours.
· Globalization is affecting marketing preferences.
· Personal Space
· Proxemics
· How people perceive and use personal space
· Territoriality
· The way by which animals (and people) mark and defend personal space
· Chronemics
· Chronemics – how people perceive, structure, value, and react to time
· Monochronic cultures – cultures that view time as rigidly linear and rely heavily on clocks and schedules to regulate events. 
· Polychronic cultures – cultures that view time as elastic and believe events will happen when they are meant to happen. 
· Buildings and Spatial Arrangements 
· Basic Principles
· 1. The higher your position in the organization, the greater and better space you will enjoy.
· 2. The higher your position in the organization, the less likely you are to require or use the space.
· 3. The higher your position in the organization, the more likely your space will be guarded by secretaries, doors, and rules governing access.
· 4. The higher your position in the organization, the more flexibility you will have to alter the setting.
· 5. Power weakens with distance from the source of power. 
· Relevant Concepts
· Soft architecture – buildings and other structures that allow personalization of spaces
· Hard architecture – buildings and other structures designed to stand strong and to resist human imprint 
· Sociopetal settings – physical settings that bring people together
· Sociofugal settings – physical settings that push people apart 

Chapter 8 Notes:
· The Value of Relationships
· Social capital:
·  a resource based on interpersonal connections that can be converted into economic and other benefits
· Bonding social capital
· Benefits that result from close relationships with parents, children, and other family members
· Bridging social capital
· Benefits that result from connections with friends and close associates
· Linking social capital
· Benefits that result from relationships with people in positions of power who are outside of our usual network
· Reasons for Forming Relationships:
· Social Exchange Theory
· Uses an economic model to weigh the perceived costs and benefits associated with a relationship
· Predicts that we will leave a relationship in which the costs outweigh the benefits
· Needs theory (FIRO)
· Need for inclusion – need to be connected to other people
· Ideal personal characteristics – individual who has the ability to enjoy being with others or being alone
· Oversocial characteristics – individual who has a tendency to work extra hard to seek attention and interactions with others
· Undersocial characteristics – individual who has a tendency to avoid interaction with others
·  Need for control – need to influence our relationships, decisions, and activities and to let others influence us    
· Ideal Personal Characteristics 
· Individual alternates between exercising control and allowing others to exercise control. 
· Individual feels comfortable leading at times and following at other times.
· An healthy aspect of control is setting of relationship boundaries—physical, emotional, or other
· Need for affection – need to feel liked by others, which will lead to greater level of openness in interactions
· Ideal personal type – individual who wants to be liked but feels comfortable in situations that may result in dislike
· Underpersonal type – individual who feels undervalued and seeks to avoid close relationships
· Overpersonal type – individual who seeks to establish close relationships with everyone, regardless of whether others show interest
· Origin of Relationships
· Relationships of Circumstance - relationships that develop because of situations or circumstances in which we find ourselves
· Relationships of Choice -  relationships we actively seek out and choose to develop 
· Relationship Contexts
· Family (development of internal working models)
· Friends (childhood, adolescence, early adulthood, middle adulthood)
· Romantic partners
· Work colleagues (relationships of circumstance, relationships of choice, working and social friendships, romantic relationships)
· Stages of Romantic Relationships
· Knapp identified ten stages through which relationships move: five “coming together” stages and five “coming apart” stages.
· Beebe, Beebe, and Redmond compared the stages of relationships to an elevator ride, where we may
· get off at each floor, look around, and maybe stay for a short or long time;
· skip floors and take a fast ride upward to intimacy; or
· Fail to find what we have been looking for, turn around, and go down again.
· Relationship elevator: up or down?
· Coming together:
· Initiating
· You notice the other and form a first impression based on verbal and nonverbal elements. 
· E.g., appearance and dress, body language, and speech
· You talk about superficial topics such as current events and the weather.
· You try to gather information about the other person, which will enable you to decide if you want to move forward with the relationship.
· If you decide to pursue the relationship, you move to the next level.
· Experimenting
· You look for common ground by sharing information on school, hobbies, work, etc.
· In the effort to find common ground, you ask and respond to a lot of routine questions such “Where are you from?” “What do you do for a living?” “What do you like to do in your free time?” 
· To move to the next level of the relationship, both of you must show an interest in moving forward. 
· Intensifying
· You spend more time together in shared activities.
· You increase physical contact—e.g., more shows of affection in public—and look for signs of commitment.
· You take bigger risks by disclosing more personal or intimate information such as “I am worried about failing that course and getting kicked out of school” or “I’m afraid I might lose my job.”
· You are in a position to move to the next stage if the other person responds well to your self-disclosures and self-discloses in response.
· Integrating
· You become a social unit in the eyes of others, sharing activities, interests, and holidays.
· You receive invitations and attend events as a couple.
· You develop restricted language codes (“insider language”) and shared daily rituals. 
· You may adopt a similar dress code or even dress like the other person.
· You think in terms of shared property—ours, not yours or mine.
· Bonding
· You communicate the status of your relationship in a more formal and public way.
· You move in together or get engaged or married.
· You trust that the other will accept your “real self.”
· You talk about your commitment to be present for the other person through difficult times.
· Coming apart:
· Women usually sense trouble before men do.
· Specific verbal and nonverbal clues of de-escalation include the following:  Decreases in touching, proximity, eye contact, smiling, voice variation, and frequency of interaction.
· Differentiating
· You may experience a decrease in physical contact and interaction at the differentiating stage.
· You may start to use words such as I, me, and mine instead of we, us, and ours. 
· You experience a shift toward individual instead of shared identities.
· The move toward individual identities can sometimes add a spark to the relationship as you share new interests and adventures; but if you start to prefer time away from the other, you may be taking the elevator to a lower floor.
· Circumscribing
· You communicate less often with the other person.
· Your talk revolves around safe and impersonal topics.
· You share fewer of your problems with the other person.
· Your commitment to the relationship declines, but others do not see the decline.  
· Stagnating
· Your relationship has become shallow and predictable: same friends, same routines, and same conversations.
· You spend less time with the other person.
· You go through the motions, but you no longer care.
· Your lack of interest becomes more obvious—to the person and to outsiders.
· You can still recover the relationship, but it will take a lot of work and serious mutual commitment.
· Avoiding
· You ignore or avoid the person altogether.
· You may leave the room or just tune out.
· You may be superficially polite or openly hostile.
· You no longer depend on the other for confirmation of self-value.
· Terminating
· You or your partner decides to end the relationship.
· Your notice of intention may take the form of a letter, phone call, text message, tweet, social media posting, legal document, or even a note left on the bathroom mirror!
· Subsequent conversations revolve around practical matters such as division of property.
· Endings can be positive or negative.
· What Happens Afterwards?
· In best case scenario, relationship can return to friendship status
· Most likely if people were friends before intimacies developed or if breakup had positive tone
· Tendency to blame failure of relationship on other person (except in case of divorced women, who are more likely to blame themselves)
· Relational Development
· All researchers agree that:
· Communication moves a relationship forward or backward over time
· We can identify the stage that a relationship is at by observing the communication
· Markers in Relationships
· Can be interactions or objects (pet names, holding hands, wearing matching clothes, wedding rings)
· Indicate the state of the relationship 
· Have meaning to both the couple & others
· Turning Points
· Markers often signal a turning point in the relationship.
· We associate these markers (specific events or interactions) with a change in the relationship.
· E.G.: first kiss, first time saying “I love you,” first fight, first trip together, wedding ceremony.
· Often (55% of the time), turning points inspire a discussion about where the relationship is. 
· Predicting Relationship Failure by Analyzing Communication Patterns
· Experiments with “love lab” involved 3000 participants engaged in a simulated dispute.
· The researchers observed and analyzed physiological and verbal patterns that characterized the disputant behaviours.
· The researchers developed the ability to predict separation or divorce in 94 per cent of the cases, based on how disputants engaged in arguments.
· They concluded that constructive arguments, focused on the problem and not the people, are healthy and normal responses to conflict; they do not predict separation or divorce. 
· What Predicts Relationship Failure?
· Criticism – attack upon personality or character of the other
· Contempt – insults and other forms of   disrespect
· Defensiveness – reaction based on perception that you are a victim
· Stonewalling – withdrawing and disengaging from the conflict instead of addressing the problem
· Social Penetration Theory
· Social penetration theory says that closeness in relationships comes from sharing information about ourselves. As we share increasingly personal info, we build intimacy. 
· Breadth – the number of conversational topics that allow you to reveal aspects of yourself (e.g., hobbies, career ambitions, health, sports played, and other interests) 
· Depth – the amount of information available on any topic  (for e.g., superficial info about a hobby or more intimate info about a fear of losing your scholarship) 
· Johari Window
· [image: ]
· The Internal Drive of Self-Disclose
· Reward centres in the brain light up more when we talk about ourselves than when we talk about others.
· Volunteers in experiments accept less money in exchange for the chance to talk about themselves.
· Writing about traumatic, stressful, or emotional events boosts our emotional and physical health.
· People enjoy sharing secrets, as witnessed by the PostSecret.com website.
· The Dangers of Self-Disclose
· Voyeurism - Spying into the private lives of others, especially prevalent in age of social media
· Physical safety concerns - e.g., stalking
· Financial concerns – e.g., stolen financial records and identities 
· Psychological and emotional concerns – e.g., stresses associated with cyberbullying 

Chapter 8 Notes Part Two:
· Theory of Multiple Intelligences by Howard Gardner
· Linguistic intelligence ("word smart"—learn best through words – learning through lectures, taking notes, writing essays, etc.)
· Logical-mathematical intelligence ("number/reasoning smart"—learn best through numbers or logic – exercise in argumentation and reasoning, participation in debate, math theories) 
· Visual-spatial intelligence ("picture smart"—learn best through pictures and visuals – photographs in texts and movies, TV) 
· Bodily-kinesthetic intelligence ("body smart"—learn best through a physical experience – nonverbal group exercise, observing behavior of others)
· Musical intelligence ("music smart"—learn best through music – e.g., asked to illustrate an idea by choosing appropriate music to reflect the mood of the idea)
· Naturalist intelligence ("nature smart"—learn best through an experience in the natural world – e.g., anthropology dig, nature hike) 
· Existential intelligence – sensitivity to and capacity to tackle deep questions about human existence  
· Interpersonal intelligence ("people smart"—learn best through a social experience)
· Intrapersonal intelligence ("self-smart"—capacity to be self-aware and in tune with inner feelings, values, beliefs and thinking processes; learn best through self-reflection: e.g., maybe meditation, guided fantasies)
· Development of a New Way of Looking at Intelligence
· New training approaches
· New coaching approaches
· New coaching careers
· New approaches to dealing with executives
· New approaches to leadership in the workplace
· New approaches to dealing with employees
· New ways of profiling and evaluating
· New self-improvement guides
· New buzz word in popular literature
· Major Name in Field of Emotional Intelligence
· Daniel Goleman
· 5 Major Points Covered in Presentation by Goldman
· Self-awareness
· Empathy
· Motivation
· Managing emotions
· Social Skills
· Contexts in Which Emotional Intelligence Manifests
· In our personal lives, social lives, and workplaces
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· Cost and Consequences of Conflict
· Lower employee morale and higher absenteeism in the workplace
· Upsetting confrontations in one’s personal and organizational life
· Words Used by Others to Describe Conflict
· Fight
· Anger
· Pain
· War
· Impasse
· Destruction
· Fear
· Mistake
· Avoid
· Control
· Hate
· Loss
· Bad
· Wrongdoing
· Sources of Conflict
· Differences in beliefs, attitudes, and values
· Conflicts may originate with differences associated with age, race, ethnicity, political orientation, language, religion, socio-economic status
· E.g. disputes over the wearing of turbans to work or headdresses to school
· E.g. arguments over which political party should be in power
· E.g. disagreements about how to improve the health care system or reduce the deficit
· Personality differences
· Tests such  as Myer-Briggs attempt to identify personality types in order to place employees in the right positions, working the compatible others
· E.g. one person values rules, procedures, meeting deadlines, being accurate, thorough, and reliable. The other values spontaneity, not planning ahead. One may value keeping a tidy house or apartment. The other may place more emphasis on having a good time. 
· Incompatible and conflicting goals or roles
· Conflicts in goals and roles affect personal and work lives
· E.g. a couple may argue over what to do in their spare time, where to vacation, or where to live. One may want a big home, an expensive car, and trips to the Caribbean, while the other wants to save for the future. In terms of roles, one may want to spend a lot of time at work in order to get ahead; the other may resent the late nights and weekends spent on business trips
· E.g. in the workplace, management may aim to make the most money possible, while workers may place more value on time with family and quality of life. Roles also come into conflict when one employee takes over the duties of another
· Interdependencies
· Sometimes our fates are intertwined with the fates of others, over whom we have no control. The situation can be source of frustration and anger
· E.g. couples who are financially interdependent, but one is unable to hole a steady job
· E.g. children living in parents’ home
· E.g. classmates working on project where all will get same grade
· Insufficient or different information
· Both parties may know all the facts, but they may disagree on the causes, the likely outcome, or solutions. Sometimes they do not know the reasons for an organizational or personal decision
· E.g. employee misses group meeting because of family emergency, which she does not want to explain to her co-workers
· E.g. organization delays bonuses because of financial crisis, about which they don’t want to notify investors
· Poor communication
· Sometimes we lack adequate communication skills. At other times, communicate inappropriately or not at all. Misunderstandings and conflict arise as a result
· E.g. someone keeps interrupting when we are trying to speak
· E.g. a wife expects more communication from her husband, but he prefers to watch a hockey game on TV
· E.g. an immigrant tries to explain his needs to airline personnel, but he doesn’t have sufficient language skills. He is booked on the wrong flight and the situation results in an argument
· Scarce and non-distributable resources and power struggles
· This source of conflict relates to competition for limited resources. My success requires your failure. Sometimes it involves a power struggle
· E.g. one room that both roommates prefer
· E.g. one winner in a hockey game
· E.g. one open position in an organization
· E.g. one last parking spot or ticket to a concert
· Stressful situations
· Many situations create stress, which can result in arguments, confrontations, and even violence
· E.g. someone interferes with your ability to concentrate on an important task
· E.g. an employee faces an unrealistic deadline for accomplishing work
· E.g. airline personnel have to deal with passengers whose flights have been cancelled or delayed
· E.g. forced to work a double shift, a nurse grows tired and irritable, with little tolerance for the demands of patients and staff
· Types of Conflict
· Overt conflict- conflict involving open disagreement, where parties use metalanguage to discuss their problems and issues
· E.g. parties air their feelings about an issue on which they do not agree
· Covert conflict- hidden conflict, not always known to both parties, where one displays passive-aggressive behaviours instead of addressing the issues directly
· E.g. someone pretends not to hear the other person or walks away while the person is talking to them
· Role of Power in Conflict
· This figure represents the five sources of power, according to French and Raven
· [image: https://beatasiniavskaja.files.wordpress.com/2015/04/um-7-politics-power-6-728.jpg]
· Reward Power (Green)
· Ability to give or withhold benefits
· Potential to increase or decrease attractiveness, depending on whether rewards are given or withheld
· E.g. money, promotion, attention, recognition, services, or other benefit
· Coercive Power (Red)
· Ability to make demands, issues threats, or punish those who don’t accept ideas or positions
· Strength and effectiveness are reliant on whether the other party can avoid or escape penalties or punishment (i.e. access to other options with the same benefits)
· Decreased attractiveness of party who uses coercive power
· E.g. exercise of control over money, job, terms of relationship, or other matter
· Legitimate Power (Purple)
· Power that derives from formal position, accepted authority, r status in network
· “rightful” power that is voluntarily granted in exchange for perceived benefits
· Restrictions on scope of power, which typically appear in job description or mandate of organization
· Decreases in attractiveness of party who uses it outside of assigned areas of responsibility
· E.g. abuses to power held by the police, judges, priests, teachers, government ministers, CEOs, and managers
· Referent Power (Blue)
· Refers to personal attractiveness of party to other people
· Usually implies similarity in beliefs, attitudes, and values
· Carries possibility for “halo” effect to occur, where party with strong referent power can exercise influence in more than one area (sometimes outside range of acknowledged expertise)
· E.g. athletes who promote cereals, celebrities who endorse activist causes
· Expert or Information Power (Orange)
· Comes from access to specialized knowledge or information
· Often expands beyond scope of expert knowledge if person also hold referent power
· Sometimes implies ability to control access to—or release of—information, as in case of secretary who acts as gatekeeper of information
· E.g. doctors, lawyers, psychologists, teachers, carpenters, structural engineers, accountants, media personalities such as Dr. Oz
· Coping Styles
· Competing- aiming to win at the expense of the other
· Accommodating- giving in, even in the situations where you disagree
· Avoiding- refusing to deal with a conflict
· Compromising- meeting in the middle or splitting the difference
· Collaborating- looking for an agreement that will meet the needs of—and satisfying—both or all parties to a conflict
· ***COPING STYLES VARY OVER TIME AND DIFFERENT SITUATIONS***
· Outcomes of Conflict
· Functional conflict- disagreements with productive or beneficial outcomes, characterized by a supportive and empathetic communication climate
· Dysfunctional conflict- disagreements with unproductive or destructive outcomes, characterized by tension, stress, hostility, and distrust
· Obstacles to Resolving Conflicts
· Lack of motivation
· On the part of one or both parties
· e.g. “whatever, do what you like. I don’t care.”
· Incomplete or insufficient information
· E.g. “the statistics I’ve seen look different from those you are citing”
· Emotional reactions
· That block resolution
· E.g. “we will both go down the rat hole but I am going to make sure that you go down first and a little bit further than I”
· Developing a Civil Workplace
· Civility- a respectful awareness of others
· Courteous behaviour
· Politeness
· Kindness
· Treating people with dignity
· Behaviours Associated with Incivility
· Being rude or insensitive in words and actions
· Joking at the expense of others
· Putting down another person or group
· Gossiping
· Posting inappropriate pictures or sending inappropriate emails
· Yelling or speaking in a loud voice
· Telling crude jokes
· Bullying or harassing others
· Assaulting or committing an act of violence against the person or property of an individual
· Cost of an Uncivil Workplace
· Costs to the organization
· Less motivated employees
· Increased absenteeism
· Frequent turnover
· Lower productivity
· A defensive and negative work climate
· Costs to the individual
· Reduced job satisfaction
· Threats to self-concept and career
· Burnout, stress, and related health issues
· Creating a Civil Work Climate
· Jack Gibb published a classic article in the Journal of Communication (1961) that identified the contrasting characteristics of defensive and supportive communication
· The term climate refers the emotional tone of a relationship or interaction
· Defensive communication creates a negative work climate; supportive communication creates a positive work climate
· Gibb Categories of Defensive and Supportive Communication
· Defensive communication
· Occurs when people perceive a threat to their emotional well-being
· Supportive communication
· Reduced defensiveness and demonstrates respect for the feelings of the other person
· Evaluation vs. Description
· Evaluation- statements that imply judgments
· “you’re not taking any responsibility”
· “you should have been paying more attention 
· “I approve”
· *Even a positive statement can imply the person knows more than you know
· Description- statements that focus on facts and/or use “I” rather than “you” language
· “this report does not include current statistics”
· “I wish you had included more current figures” 
· *both of these instead of “This report is really bad”
· Control vs. Problem Orientation
· Control- attempts to impose point go view on another, with emphasis on being right
· “If you want to go in that direction on this project, you can do it on your own. I’m not putting my name on it.”
· Problem Orientation- invites collaboration and focuses on finding solutions that will satisfy both or all parties
· “Let’s talk it over. I’m sure we can find an approach that works for both of us”
· Strategy vs. Spontaneity
· Strategy- communicating with underlying and often manipulative purpose
· “What are you doing after work?” (you intend to ask a favour)
· “only women argue about who pays the bill” (you embarrass a female friend into offering to pay the bill)
· Spontaneity- communicating openly and honestly
· “Can you help me with that paper I’ve got to finish?”
· “I don’t have much money with me. Can I pay the tip next time?”
· Neutrality vs. Empathy
· Neutrality- appearing indifferent, as if you don’t care about the topic—or by extension, the person
· “May as well get over it. We all have problems”
· “I don’t really care what we do. It’s your decision”
· Empathy- showing concern for the ideas and feelings of the other person
· “I understand how upset you must feel”
· “it sounds as if you are really worried about the cutbacks”
· Superiority vs. Equality
· Superiority- communicating in a way that implies you are more intelligent, experiences, or capable than the other
· “Yeah, I believed the same way before I became manager. You’ll see.”
· “You’ll understand once you have children”
· Equality- communicating in way that treats the person as an equal
· “I had a different experience, but that doesn’t mean it will be the same for you”
· “Have things changed for you now that you’re in management? They did for me.”
· Certainty vs. Provisionalism
· Certainty- statements that imply there is only one correct approach or answer
· “This is what you need to do”
· Provisionalism- statements that imply flexibility and openness to alternative approaches
· “It is possible that…”
· “In all likelihood…”
· “One way to approach the problem is…”
· Using the Awareness Wheel to Manage our Conflicts
· [image: http://primarygoals.com/Diagrams/images/AwarenessWheel.jpg]
· The Awareness Wheel
· Developed by Sherod Miller and often used in workplace and family mediations
· Asks questions pertaining to “I sense,” “I think,” “I feel,” “I want,” and “I do”
· Allows clients to see perspective of other person in respectful way
· Gets at specific needs and wants
· Encourages flexibility
· Allows parties in conflict to pursue multiple perspectives for solutions
· What do you sense? See and hear?
· What do you think? That is, what meaning does it hold for you?
· How do you feel about it?
· What do you want from the situation?
· What do you willing to do at the present time or in the future?
· EXAMPLE 1: Lost Promotion
· I sense:
· Visual sense- letter announcing negative decision
· E.g. I received the letter of rejection
· Auditory sense- voice mail indicating promotion not approved
· E.g. I heard your voice mail
· I think
· “based on my past evaluations, I thought I would receive the promotion”
· I feel
· “I feel very disappointed. I was counting on the promotion.”
· I want
· “I want to understand why I did not receive the promotion and what I need to improve in order to do better the next time.”
· I do
· “I will do my best to incorporate your suggestions into my personal action plan for next year”

Chapter 10 Notes:
· 6 Steps in Problem Solving
· Step 1: Define and Analyze the Problem
· Frame the problem in the form of an open-ended question
· Look at the history, its causes, and its effects
· Obtain sufficient information to understand the problem
· Step 2: Establishing Criteria for Solutions
· Solutions should be ones that concerned parties can accept
· Solutions should be cost-effective
· Solutions should not cause physical or psychological harm
· Solutions should not cause new problems
· Solutions should be practical, capable of being implemented
· Step 3: Identifying Possible Solutions
· Creative problem-solving techniques such as…
· Brainstorming, 
· Involves sharing ideas through group discussion
· Focusses on quantity over quality, unusual ideas, piggybacking, and withholding or criticism until the evaluation phase
· Less effective in cases involving “free riders” and “social loafers”
· *NOTE: Reverse brainstorming asks what could make the problem worse*
· Brainwriting, 
· Idea generation technique that involves sharing ideas on paper
· Enables an immediate response on the part of participants
· Stimulates new ideas and new directions for think about issues
· Allows participants to build on the ideas of others
· *NOTE: When researches use Brainwriting in computer contexts, they do not always get consistent results*
· Nominal group, 
· Idea-generation technique in which group members work independently at first and then take turns sharing their ideas
· Allows immediate recording of ideas (no wait time)
· Requires all members to participate (no “free riders” or “social loafers”)
· Encourages a focus on multiple facets of a problem or question
· Benefits from both individual and group idea generation
· Brainsketching 
· Idea-generation technique that involves sketching ideas on giant notepads or electronic blackboards, followed by sharing with others
· Results in highly creative and varied solutions
· Allows building on the ideas of others
· Involves “reflective conversation” with self, sometimes followed by verbal exchanges with others
· Appeals to people with visual or design skills but hold potential to intimidate others
· Mind mapping, 
· Idea-generation technique that uses a single word or idea places at the centre of a piece of paper to stimulate more ideas
· Involves outward radiation of ideas
· Uses colours, lines, images, arrows, and other symbols in creating the maps
· Entails a search for linkages between ideas
· Connects with “right brain” activity
· Synectics
· Idea-generation technique that uses metaphors and analogies to make the strange familiar and the familiar strange
· Involves 6-8 participants and a leader who collectively:
· Rephrase a problem as a “how-to” statement
· Generate an analogy or fantasy story to
· Explore the problem in a creative way
· Transfer the insights from the fantastical story to the problem requiring a solution
· Fantasy chaining,
· Idea-generation technique the involves group creation of a story based on a fantastic theme
· Takes the group on an imagined trip
· E.g. to the seaside, jungle, or mountain top
· Explores the characteristics of the setting
· Applies the characteristics of the setting to the problem requiring resolution
· Sometimes uses a single word to inspire the beginning of a story
· E.g. tsunami to start a discussion of global warming
· Crowdsourcing
· Practice where organizations invite large groups of Internet users to generate and share ideas on their products and services
· Involves open-source approach
· Encourages free flow of information into the organization from customers, clients, employees, and the public at large
· Compensates contributors with money or recognition
· E.g. Wikipedia, Galaxy Zoo, OpenStreetMap
· Rational problem-solving techniques such as…
· Delphi panels,
· A structured method of decision making that engages panels or experts in multiple rounds of problem solving or forecasting
· Engages smaller (10-15) or larger numbers of people, who can come from similar or different backgrounds
· Looks for specialists or generalists, depending upon nature of problem
· Focuses in problem-solving on expertise, prior experience with a problem, facts, logic, and reasoning
· Attempts to arrive at consensus
· Stages in Delphi process include the following:
· Defining the problem
· Identifying type of expertise required to solve the problem
· Selecting a sample of experts to act as participants
· Preparing and distributing questionnaires
· Analyzing responses for level of agreement and sharing results with participants
· Continuing process with multiple rounds and revised questionnaires until consensus is reached
· Quality circles, 
· A group of employees who meet regularly to identify, discuss, and try to solve work-related issues
· Process developed in Japan and employed most often in factory settings
· Meetings focused on solving day-to-day problems related to work of lower-level employees
· Sessions typically led by managers, who must be non-directive, non-judgmental, and supportive
· Follow-up actions based on recommendations to upper management
· Focus groups
· Group interview with a central purpose
· Process aimed at learning the views of employees, clients, or other publics, usually on a single topic with multiple parts (e.g. market research)
· Stages that include…
· Building positive group relations and clarifying the task
· Exploring questions of interest to the researcher
· Filling out a questionnaire or completing some other activity
· Evaluating the extent to which goals have been met
· Concluding with final comments from the participants and the posing of unanswered questions by the moderator
· The following tasks are involved in preparing for—and conducting—a focus group:
· Deciding upon number of participants and criteria for inclusion
· Recruiting participants
· Choosing a setting
· Moderating a focus group
· Step 4: Choosing the Best Solution
· Conflict may arise at the decision stage
· Avoidance of conflict can lead to a poor decision
· The best decisions come from groups that eventually reach consensus after successfully navigating conflict
· Characteristics of Groupthink
· Dislike for conflict
· Strong desire to reach consensus without debate
· False appearance of unanimous agreement
· Sense that nothing can hurt the group
· Presence of pressures to conform
· Tendencies toward self-censorship
· Rationalization of the group’s position
· Tendency to support the group leader
· Step 5: Implementing the Decision
· The major factor influencing implementation is commitment
· Commitment comes with active participation in the group process, the feeling that your comments are valued, and feeling that you have a role to play in arriving at the decision
· Commitment also comes when the organization shares the result of discussions and implements group recommendations
· Step 6: Evaluating What Worked
· Following implementation, organizations need to know what worked and what did not work
· Group and organizations need to learn from their failures

Chapter 1 Notes:
· What is Communication?
· The process of simultaneously giving and receiving information, verbal or nonverbal
· How do Models Help us Understand Communication?
· Provide a common vocabulary or jargon that allows us to talk about a topic
· Explain processes—how and why we communicate
· Visually depict relationships in the different parts of the communication act
· Pinpoint reasons for communication breakdowns
· Some Communication Jargon:
· Sender or source
· Message
· Encoding
· Receiver or destination
· Decoding
· Channel
· Feedback
· Noise
· Environment or context
· Cultural, political, social, or other variables in environment
· Contributions of Early and Later Models [of Communication]
· Aristotle
· A simple communication model with a sender transferring a message containing information to a receiver (4th century BCE)
· Speaker, speech, audience      
· One way and linear
· Focused on act of persuading
· Based on knowledge of audience demographics such as age and status 
· Three kinds of appeals: 
· Ethos – Appeals based on source credibility of speaker
· Perceived safety or trustworthiness 
· Perceived expertise 
· Perceived sociability              
· Perceived composure
· Perceived dynamism    
· Logos – Appeals based on logic  
· Speaker’s use of evidence (examples, statistics, etc.) to support point of view
· Speaker’s use of argumentation and reasoning (general to specific, cause–effect, sign, or analogical) to support point of view     
· Pathos – Appeals based on emotions
· Communicators make emotional appeals based on fear, compassion, pride, guilt, generosity, patriotism, loyalty, or other.
· Emotions such as those listed above stimulate physical changes in the body.
· To be ethical, the message should not stimulate responses based only on emotions.
· Harold Lasswell
· Lasswell’s Effects Model (1948)
· Added concepts of channels and effects
· Often applied in political contexts
· Claude E Shannon and Warren Weaver
· Shannon-Weaver Mathematical Model (1949)
· Extended Aristotelian model
· Added concepts of noise and feedback, which can be physiological or psychological, internal or external
· Wilbur Schramm
· Schramm Model (1965)
· Added idea that we can communicate with each other to the extent that we have shared “fields of experience”
· Frank Dance
· Dance Model (1967)
· Contributed idea that communication is never-ending process, no fixed beginning or ending.
· Dynamic, ongoing, unrepeatable, additive, and cumulative in effects
· Dean Barnlund
· Barnlund Transactional Model (1970)
· Contributed idea that communicators act simultaneously as senders and receivers and includes both verbal and nonverbal elements
· Sherry Ferguson
· Ferguson’s Critical Communication Model (2006)
· Outcomes of Communication Acts
· Short term
· Long term
· Costs of Achieving Outcomes  
· To individual 
· To groups
· To society
· Bases for Judging Costs
· Motives of the communicator (intent)
· Means employed (legitimacy of strategies & power bases)
· Ethical quality of the outcomes 
· What can we Learn from These Models?
· Communication can be intentional or unintentional.
· Communication has a relational, as well as a content, dimension.
· Communication benefits from shared fields of experience.
· Communication is irreversible and unrepeatable.
· Communication is a dynamic, ongoing process.
· Sending and receiving occurs simultaneously, with both verbal and nonverbal elements.
· Communication is a dynamic, ongoing process.
· Environment affects communication.
· Noise affects communication.
· Channels matter. 

Chapter 2 Notes:
· What is Self-Concept?
· Self-concept is a relatively stable and organized collection of thoughts and feelings about the self, which lead to attitudes and drive behaviour.
· Self-concept begins to form at six or seven months of age, when children see themselves as separate and different from others.
· Self-Esteem and Self-Efficacy
· Self-esteem
· how we perceive our overall sense of worth or value.
· Self-efficacy
· our perceived ability to accomplish something or to make a difference.
· 4 Faces of Self-Concept
· Self-image – 
· how we see ourselves
· Looking-glass self – 
· how we think others see us
· Views of self are influenced by how we think others see us, including significant others, who may or may not see us in this way.
· Significant others are people whose opinions matter to us 
· Ideal self – 
· how we would like to be
· Real self – 
· how we actually are
· **When these four faces reveal different pictures of self, they cause problems.
· Writing our Lift Scripts: Role of Inner Voice
· The inner voice is important for 
· developing storylines to guide us through life, complete with characters, plots, settings, and action
· getting ideas from first-hand and second-hand experiences and memories
· understanding that life scripts can be positive or negative in their unfolding
· Validating out Life Scripts by Comparing Ourselves to Others
· We can look upward or downward for role models
· We can experience assimilation effects (greater self-esteem and self-efficacy when we see ourselves as able to achieve ideal)
· We can experience contrast effects (lower feelings of self-esteem and self-efficacy when we see ourselves as unable to achieve ideal)
· Reference groups – those groups with which we compare ourselves	
· Demographic and psychographic groups to which people belong or aspire.
· Revising our Life Scripts
· We need to focus on recognizing when our scripts have become outdated
· letting go of negative scripts
· taking advantage of periods of role transition to revise scripts
· avoiding the negative storylines that can develop with changes in health or aging
· How Expectations of Others Influence Expectations of Self
· Self-fulfilling prophecy refers to way by which expectations of others can influence expectations of self.
· We live up—or down—to these expectations.
· Examples of Significant Others Who Influence Expectations of Self
· Parents, other family members, and friends
· First-born children receive different messages from their parents; as a result, they tend to outstrip later-born children when it comes to achievements.
· Peers
· Children also place a great deal of weight on the opinions of peers, who influence how they see their physical, academic, and social abilities.
· Children with low self-esteem experience more failures in relationships as they age.
· Teachers
· In classrooms, the expectations of teachers affect student performance.
· Coaches
· In sports, the expectations of coaches influence the performance of athletes. 
· Caregivers and health care providers 
· In health care settings, the messages of caregivers and health care providers have an impact on the well-being of those with health and mobility challenges. 
· Managers
· Classical studies show that the expectations of managers have a large impact on employee performance.
· Compared to men, women pass up more advanced job opportunities, anticipate more problems, and experience greater fear of failure—all of which can lead supervisors to expect less and undervalue their performance
· Media as a Source of Social Comparison
· Many people turn to the media (books, magazines, TV) for role models with whom to compare themselves.
· These comparisons are often unfavorable for the average person, since the media perpetuate a myth of perfection. 
· The myth of perfection says that it is both possible and desirable to achieve perfection.
· Trends in Media Consumption
· Children consume an average of 6.5 hours of media content each day.
· Media rank second only to parents and peers as information sources for teenage girls.
· Social media trends set new records for media consumption.
· Messages in Media
· Physical attractiveness is important.
· To be physically attractive, you must be thin. Thin is beautiful.
· To be physically attractive, you must be young. Young is beautiful.
· How are These Messages Conveyed?
· The women who populate television, films, magazines, and music videos reflect an obsession with thinness.
· Beauty contestants have become taller and thinner at the same time that their bust and hip sizes have decreased.
· Journalists and commentators praise celebrities who are thin and poke fun at those who do not reflect the “look.”
· Barbie
· Dr Helga Dittmar, a psychologist at the University of Sussex, has studied questions of media impact on body image extensively.
· In one study, Dr. Dittmar had 200 girls look at pictures of either Barbie or  Emme and then asked them to pick figures that represented their actual body shape, the body shape they ideally desired and their ideal body shape as an adult woman. 
· The difference between the shape girls thought they had and the shape they wanted was then analyzed. 
· The results showed that girls aged five to six were more dissatisfied with their shape and wanted more extreme thinness after seeing Barbie doll images than after seeing other pictures. For those aged six to seven the negative effects were even stronger. 
· Impact of Media Images on Perception of Self
· Repeated exposure to unrealistic media images often results in a three-step process:
· We tend to underestimate the weight of the media personalities and overestimate our own weight.
· These unfavourable comparisons lead to body image disturbance or dissatisfaction.
· Body image disturbance leads to lower self-esteem and sometimes obsessive dieting and eating disorders.
· Who is at Risk?
· Almost everyone, but especially:
· Those who are already dissatisfied with their bodies
· Those who already have eating disorders
· Pregnant women
· Those influenced by peer pressures—e.g., young females and teenagers, including a growing number of young males
· Some middle-aged and older women
· The Facts	
· Only one-third of adolescent girls choose ideal bodies that match their own.
· Two-thirds of young women are unhappy with their bodies.
· One-quarter of female readers of Psychology Today would give up three years of their life to be their ideal weight.
· One-third of young men also experience body dissatisfaction; they worry more about muscle bulk than weight.
· Almost 46 per cent of high school students said they were trying to lose weight.
· Eating disorders accounted for more than 5200 hospitalizations in Canada between 2009 and 2010.
· The term pregorexia refers to the growing number of pregnant women who expect to remain slim and fit while pregnant.
· Ellis’ Rational-Emotive Model
· Talks about how to get rid of debilitative feelings—those that pull us down.
· Says we can put positive or negative interpretations on words & actions of others.
· Says we control these interpretations.
· Gives example of friend who calls us names as we pass their house vs same friend  in mental institution who calls us names.
· Example: 
· Activating event :  My manager has transferred me to another department.
· Thought or belief: The manager thinks I am incompetent.
· Feeling: Wounded and angry
· ^^^ALTERNATIVE INTERPRETATION
· Activating event:  My manager transfers me to another position in the organization.
· Thought or belief: My manager thinks I will have greater opportunities in another position.
· Consequence: Feelings of pride and self-confidence
· Cross-Cultural Variations in Views of Self
· Differences between people in other countries and North Americans
· Differences between mainstream and minority cultures in North America
· Differences in extent to which media influence other cultural groups
· Cross-Cultural Challenges in Measuring Self-Concept
· Need to move away from focus on individualism and instrumental behaviours
· Need to attach stronger value to collective and relationship-oriented qualities
· Need to take cultural biases into account (e.g., tendency of Japanese to downplay individual accomplishments)
· Need to take self-serving biases of Westerners into account  

Chapter 3 Notes:
· What is Perception?
· Perception is the process of sensing, interpreting, and reacting to the physical world.
· In the process of perceiving, what captures our attention?
· Repetitious occurrences
· The novel
· The unusual
· Intense stimuli
· Contrast
· Things that motivate us
· 5 Vehicles of Perception
· Touch
· Taste
· Hear
· Smell
· Sight
· ^^^interact with each other
· Perception is
· learned and backward looking
· culture bound and racially biased
· selective and self-serving
· Selective perception is the process by which we see and retain certain kinds of information while ignoring or discarding other kinds of information.
· We are bombarded by two million bits of information each second, so we must discard much of what comes to us
· E.g., load-induced blindness
· Selective nature of perception: do you see what I see
· Gender-related differences
· Occupational differences
· Differences related to past experiences
· Differences related to current needs
· Self-serving nature
· We focus on what is meaningful to us.
· We pay attention to and recall what makes us look better.
· We perceive, remember, and respond more to the negative than to the positive.
· We judge ourselves more generously than we judge other people; that is, we display a self-serving bias.
· spontaneous, largely unconscious, and value driven
· We use obvious cues to decide on personal characteristics (e.g., dress to determine status or political views).
· We connect those characteristics to personality (e.g., boring or interesting).
· We use personality to anticipate behaviours (e.g., social or anti-social).
· We are most likely to perceive what we already believe to be the case.
· But . . . our first impressions are often wrong.
· relative and context bound
· This often depends on several factors:
· Gender
· Age
· Sexual orientation
· Ethnicity
· Income level
· Regional and national affiliations
· Other demographic factors
· Standpoint Theory
· Standpoint theory tells us that we can never escape our place in the economic, social, and political order.
· Our perceptions depend on who we are, where we are, and how we got to this place.
· mood dependent
· benefits of a positive mood
· We perform better at work and perceive our leaders in more positive terms when we are in a positive mood.
· We feel pain less strongly when we are in a good mood.
· We “catch” the moods of others; so if our leaders are in a good mood, we are more likely to be in a good mood and to take that mood home with us.
· Benefits of a mildly negative mood
· We process information more accurately.
· We are more likely to recall information.
· We are more likely to detect deception.
· We are less likely to place undue importance on first impressions.
· completion seeking
· The most obvious example is stereotyping.
· When we stereotype, we force-fit people into categories on the basis of obvious cues—hair, skin colour, age, dress, etc.
· We rely on a limited number of experiences to fill in missing information.
· Culture bound and racially biased
· Culture bound
· Aboriginal people experience time in a different way from members of mainstream cultures.
· East Asians differ from Westerners in the size of their perceptual fields.
· Different historical periods produce “optical communities” of people who see the world in a similar way.
· Racial bias
· Own-race bias refers to being able to identify members of our own race more easily than those of a different race.
· Innocence projects have demonstrated own-race bias in the justice system.
· To learn more about racial bias in perception of others, go to the Implicit Project website at Harvard University.
· Common Problems with Perceiving Others
· We cling to first impressions
· Primary effect- pay more attention and remember what we see first
· First Impression Error
· First impressions can form lasting impressions. 
· In the business world how individuals present themselves can influence the way their peers and superiors relate to them personally and professionally. 
· First impression errors occur when people form lasting opinions about an individual based on initial perceptions.
· Powerful in nature, these errors can have a negative impact on an employee’s credibility.
· We assume others are like us
· We favour negative impressions of those who are different from us
· We judge ourselves more charitably than we judge others, blaming our faults on 		external factors and the faults of others on internal (personality) factors.  
· “A party next door kept me awake last night, and so I made a lot of mistakes at work today.”
· “George is always making mistakes. I don’t think he is very intelligent or competent.”
· We allow our moods and states of health to influence our perception of others.
· We stereotype, force fitting people into categories
· We engage in stereotyping
· FACTS:
· Tied to nationality, ethnicity, age, gender, sexual orientation, and health
· Based largely on accessible visual and vocal cues
· Not usually applied to friends and people we know well
· Helps us to know how to interact with unfamiliar situations with strangers
· Encourages discrimination
· Leads to poor outcomes
· Combatting Stereotyping
· Taking the other person’s point of view (perspective taking)
· Focussing on similarities instead of differences (counter-stereotyping)
· Making contact with out-groups
· Encouraging friends to avoid stereotyping
· Becoming “active perceivers”
· Perception Checking to Minimize Misunderstandings
· Three Steps in Perception Checking:*
· Describe the behaviour you noticed.
· Give two possible interpretations for the behaviour.
· Request clarification on how to interpret the behaviour.
· Note:  Perception checking works best in low context cultures, where people are explicit in their verbal patterns.
· CPA Model to Improve Interactions with Older People
· Old age cues trigger negative expectations.
· Negative expectations lead younger people to modify speech (elderspeak).
· Patronizing speech and other behaviours lead to lower self-stereotyping, lower self-esteem, and more dependent behaviours in older people.
· Sensitivity and communication training can improve these situations.



Chapter 4 Notes:
· Who Are You? Your Identity
· Your public or presenting self, which includes characteristics that allow others to recognize you:
· Physical (e.g., appearance and athletic abilities)
· Social (e.g., competence in relationships)
· Academic (e.g., intellectual qualities)
· Emotional (e.g., qualities re feelings)
· Multiple Identities
· Multiple identities related to roles: e.g., university student, daughter, son, hockey player, friend, employee, activist, etc.
· Which Labels Describe You?
· Social or familial realtionships (sister, son, parent, friend)
· Cultural or linguistic affiliations (Canadian, Lithuanian, English, etc)
· Occupation (student, government worker, officer, etc)
· Natural abilities (artist, writer, athlete)
· Physical qualities (height, weight, build)
· Intellectual attributes (intelligent, slow)
· Attitudinal or behavioural attributes (hard-working, independent, caring, optimistic, shy, critical)
· Belief systems (religious, political, vegetarian, pacifist)
· Navigating Multiple Identities with Collective Dimensions
· Our multiple identities have a collective dimension—we share parts of our identities with groups:
· Gender identities
· Ethnic and racial identities
· Religious identities
· Linguistic and cultural identities
· Regional and national identities
· Multinational Studies by Geert Hoftsede
· Administered psychological inventories to 116,000 employees working in multinational corporation with offices in 40 countries
· Took six years to complete original (1980) study; repeated study in 2001
· Found in original study that employees varied on four cultural dimensions
· Studies (1980, 2001)
· Power distance – extent to which we believe those in power should look and act powerful 
· Uncertainty avoidance – how much we accept and need rules, bureaucracy, clear delineation of responsibilities
· Individualism-collectivism – extent to which we see individuals as primary resource for decision making and problem solving
· Achievement-nurturance – extent to which we value stereotypically masculine traits vs. stereotypically feminine traits
· ^^Canadian Scores:
· Canadians scored slightly below average on power distance, well below average on uncertainty avoidance, very high on individualism, and well above average on the achievement orientation (masculine dimension).
· The US, Great Britain, Ireland, New Zealand, and Australia were clustered with Canada.
· Top 5 Canadian Values vs. US Values
· Canadian:
· Family
· Respect
· Peace
· Freedom
· Helping others
· US
· Patriotism
· Achievement
· Competitiveness
· Caring
· Dominance
· Despite perceived differences, Canadians see themselves as more like Americans than like people in other countries.
· 55 per cent believe Canadian values are similar to those of Americans; however, Canadians see themselves as more compassionate, peace-loving, and egalitarian. 
· For a more detailed look at differences identified by the “Fire and Ice” surveys, see page 110 in your text.
· Experimenting with Identities
· May colour our hair or change our style of dress (physical identity)
· May assume a new name on Twitter (social identity)
· May enter a new field of studies (academic identity)
· May practise being more controlled and less emotional (emotional identity)
· May create alternate identities on blogs, Second Life, Facebook, instant messenger, Skype, Twitter, YouTube, Craigslist
· Experimenting with Online Identities
· 50 per cent of Internet users have pretended to be someone else on some occasion.
· Adolescents are most likely to use the Internet to experiment with identities.
· Lonely adolescents experiment more than those with active social lives.
· We may knowingly post unrealistic photos or exaggerate claims—lie about weight or height.
· Sometimes we lie to conceal stigmas such as a history of mental illness or a health condition.
· Sometimes online identities reflect our ideal selves—who we would like to be (e.g., thinner or non-smoker).
· Sometimes our online identities reflect our historical selves—the persons we once were but may no longer be (e.g., jogger or athletes)
· We run the risk of losing trust and credibility when others discover exaggerations or misrepresentations.
· Implications of Experimentations
· “Perhaps it’s impossible to wear an identity without becoming what you pretend to be.” —Orson Scott Card
· We internalize behaviours, which leads us to manifest the same personalities in offline as in online lives; this can be good or bad.
· We depend on others to validate our identities, but they are validating a pseudo version of us if we are not authentic.
· Consider the case of Marilyn Monroe.
· Rokeach—belief systems
· Classic study by Rokeach identified way in which credible threats to belief system can destroy self-identity.
· Study demonstrated that some beliefs are more important than others to us.
· The most important beliefs are located at the center of our value system.
· Rokeach’s Belief Structure: Foundation of Identity
· Type A beliefs – beliefs related to physical reality (“This is a tree” or “I am Joe Smith”)
· Type B beliefs – ego-centred beliefs that require zero consensus (“I am intelligent” or “I am unintelligent”)
· Type C beliefs – authority beliefs (“I attach credibility to a religious figure or an organization)
· Type D beliefs – beliefs derived from authority figures (“I support environmental initiatives promoted by Greenpeace”)
· Type E beliefs – beliefs about arbitrary and inconsequential matters of taste (“I like my steak rare” or “I prefer Nike products”)
· When the identities are threatened…
· Our most important beliefs reside at the centre of our value system.
· When someone threatens these central beliefs, our identities and sense of self undergo change.
· Credible threats to Type A beliefs can destroy self-identity.
· Credible threats to Type B beliefs can destroy self-concept.
· Credible threats to Type C beliefs can destroy authority systems—and by extension, societies.
· Validating our Identities
· Self-verification theory says we want others to see us as we see ourselves.
· So we seek to present ourselves in ways that will create good impressions.
· In other words, we seek to manage impressions.
· Impression Management
· Impression management is the way we create impressions in the eyes of others
· Occurs in varied contexts (friendships, family, romantic, and professional)
· Reflects largely unconscious and natural part of everyday interactions
· Takes situations and occasions into account
· Involves conscious or unconscious monitoring of how others respond to us
· High Self Monitors
· pay attention to the opinions of others.
· They alter their behaviours to fit the situation.
· They are likely to be the person you want them to be.
· They are harder to read or predict because they assume different roles.
· They can influence people to follow their lead.
· They make good managers.
· Low Self Monitors
· Do not pay much attention to how others perceive them
· They rely on their own values to guide behaviour.
· They expect you to take them as they are.
· They don’t try to manage perceptions.
· They behave in the same way across different contexts (e.g., family, work, recreational).
· They make good researchers and project members.
· Common Strategies for Managing Impressions
· Self-promotion
· Emphasize competencies, abilities, or accomplishments
· Emerge from desire to be respected, admired, and seen as likeable and knowledgeable
· Take form of talking proudly about experience, education, talents, value to organization, and/or accomplishments
· Ingratiation
· Show extreme concern with being liked by others
· Rely on compliments, flattery, and other behaviours aimed at getting favourable responses from others (e.g., doing personal favours for colleagues or bosses)
· Show interest in personal lives of colleagues 
· Intimidation
· Try to provoke unease in others
· Display little or no concern with being liked
· Show desire to establish control
· Take form of dealing forcefully or reacting strongly or aggressively with colleagues 
· Lower the likability of the strategist but counter the impact of aggressive personalities
· Exemplification
· Attempt to gain respect by displaying sincerity, devotion, and responsibility
· Take forms such as arriving early or staying late at work, appearing busy at all times, or going to the office on weekends
· Run the risk of making the person appear hypocritical and manipulative
· Supplication
· Attempt to get sympathy and attention by presenting oneself as in need of help
· Emphasize newness to job or organization or other reason for doing badly at some task
· Attempt to evade work by playing dumb or appearing incompetent
· Contexts: Family, friendships, romantic relationships, professional relationships.
· Managing Impressions in Online Environments
· Channels include Facebook, Twitter, dating sites, computer conferencing, instant messaging, email, blogs, etc.
· Messages may be verbal (e.g., texting) or nonverbal (e.g., photos).
· Communication may be synchronous (same time/different place) or asynchronous (different time/different place).
· Risks occur when people manipulate impressions in contexts related to the workplace (e.g., hiring).
· Theories Related to Impression Management
· Social Presence – Relates to extent to which we sense another’s presence in an online interaction
· Social Information Processing – Relates to how we process info in collaborative settings like social media
· Hyperpersonal – Relates to use of online cues to construct idealized views of another person
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