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Chapter One: The Communication Process—Learning from Models 
Communication Models 
Aristotelian Model of Communication
· Depicts the most basic of communication functions 
· Comes from the classical period, when every Greek scholar studied rhetoric – the art of speaking 
· All communication proceeds in a linear fashion, and all communication has the ultimate aim of persuading 
· Communication involves a communicator using a speech to persuade an audience 
· In the act of persuading the communicator relies on 3 kinds of appeals 
· Appeals based on source credibility
· Appeals based on logic and reasoning  
· Appeals based on emotion 

 Source Credibility Appeals 
· Appeals based on the personal attractiveness of a communicator of an audience
· Referring to the trustworthiness, competence, status, dynamism, and sociability of the communicator
· We are more likely to change our opinions when a communicator has expertise or knowledge of the topic under discussion
· We also assign credibility to communicators who are dynamic, or bold, energetic, and assertive
· When communicators use powerful (as opposed to powerless) language, they appear confident and strong
· We judge communicators on the basis of sociability or likability 

Logical Appeals 
· Appeals based on logic and reasoning 
· Used to try and persuade others
· When we use analogical reasoning, we conclude that what is true for one situation must also be true for another situation 

Emotional Appeals 
· Appeals based on the expected emotional responses of an audience 
· Communicators must appeal to their audience’s emotions
· When we react emotionally to an event or person, we experience physiological changes
· Minute changes in our nervous system and blood chemistry affect our breathing, digestive processes, heartbeat, and muscle control
· What causes an emotional response in one person may not cause a response in another person 

Lasswell’s Effects Model
· Transmission model
· Focused on one way linear process of communication 
· Aristotle elements of who (communicator), what (message), and to whom (an audience or receiver) 
· Channel: The medium used to transmit the message
· Effects: The intended or unintended impact(s) of a message 

Shannon-Weaver Mathematical Model
· One way transmission model which later became an interactive model
· Communication begins when the information sources gets an idea that an idea that he wants to convey to another party 
· When he encodes (puts the idea into the form of communication) he becomes a transmitter 
· The communication product is a signal
· When the second party receives the signal she has to decode it or figure out what it means 
· In the decoding process, she acts as receiver 
· Once she has decoded or reconstructed the idea in her mind, the signal has reached its destination 
· Original model  only source and destination were humans 
· Contributed 2 concepts to the understanding of communication 
· Noise (external or internal): Inference that occurs in the transmitting or receiving of signals
· Feedback: Response to a message or activity
· External Noise: Inference from an environmental source
· Internal Noise: Inference from an internal source 
· Physiological Noise: Inferences from a biological condition or function 
· Addition of feedback loop changed the process from linear to circular  Process becomes interactive 
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Schramm Model
· Increased emphasis on encoding and decoding of messages 
· How we create, interpret, and assign meaning to words and actions 
· Interactive model
· Added the field of experience 
· The totality of all we are at the moment of communication 
· We can communicate with each other to the extent that we have overlapping fields of experience 
· Introduced the idea that our backgrounds have a large impact on our ability to communicate with others [image: Macintosh HD:private:var:folders:64:dbq3yg1s54z8t4xyfz1kl6g00000gn:T:TemporaryItems:imgres.jpg]

Dance Model
· Helical model of communication
· Sees the process helical in shape, and dynamic, ongoing, unrepeatable, additive, and cumulative in its effects
· The inward turning nature of the helix suggests the likelihood that learning, growth, and discovery are always taking place
· Helix continues to loop back in a reflexive way, allowing past events and circumstances inform the present and the future
· All experiences contribute to the unfolding of the present moment, and as we move forward, we continue to revisit the past
· Visitations from the past can be positive or negative in their implications
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Barnlund’s Transactional Model
· Theory sees communication as a dynamic process, involving continuous changes in communicators and environments 
· Responds to perceived weakness in the interactive models of communication 
· Accepts that not all communication is intentional
· Recognizes that both the history and the quality of the relationship make a difference because communication takes place in a web of interdependence 
· Sees communication as a dynamic and fluid process, shaped by changes in the communicators and in the environment in which they operate
· Recognizes the importance of context
· Paralanguage: Elements of speech that are not recognized as language [image: Macintosh HD:private:var:folders:64:dbq3yg1s54z8t4xyfz1kl6g00000gn:T:TemporaryItems:transactional-model-of-communication.jpg]

Ferguson’s Critical Communication Model (CCM)
· Adds a further component
· Places focus on effects but also deals with ethical and power dimensions of communication 
· Any communication can have short or big term effects on the receivers 
· Outcomes of communication acts
· Short term
· Long term
· Costs of achieving outcomes
· To individual
· To groups
· To society 
· Bases for judging costs 
· Motives of communicator (intent)
· Means employed (legitimacy of strategies and power bases)
· Ethical quality of the outcomes 


	Model
	Description

	Aristotelian Model of Communication
	- Most basic communication functions—persuasion 
- Communication proceeds in a linear fashion

	Lasswell’s Effects Model
	· One way linear process
· Communicator, channel, receiver, message, effect

	Shannon-Weaver’s Mathematical Model
	· One way transmission model 
· Later becomes interaction with feedback loop
· Noise, feedback, encoding, decoding

	Schramm Model
	· Interactive
· Added the field of experience
· Emphasis on encoding and decoding 

	Dance Model
	· Process is a helical shape
· Dynamic, ongoing, unrepeatable, additive, and cumulative in its effects

	Barnlund’s Transactional Model
	· Sees communication as a dynamic process
· Not all communication is intentional
· Importance of context

	Ferguson’s Critical Communication Model (CCM)
	· Places focus on effects
· Deals with ethical and power dimensions



What we learn from communication models
1. Communication can be intentional or unintentional
· We are always communication—with our hands, eyes, postures, words, and even silence 
2. Communication has relational as well as content dimension 
· Our knowledge of other person contributes to our ability to interpret the meaning of a message and to respond appropriately 
3. Communication benefits from shared fields of experience 
· People with Asperger’s syndrome are almost invariably highly intelligent people but they have extreme difficulty communicating in social environments 
4. Communication is irreversible and unrepeatable 
· Given the chance to repeat the event, many of those present would behave differently 
5. Sending and receiving occurs simultaneously, with both verbal and nonverbal elements 
· We never abandon the role of sender, even when we are not actively communicating 
6. Communication is a dynamic, ongoing process 
· People and their environments are in a constant state of flux 
7. Communication has a cultural component 
· We can never divorce cultural elements from any communication model
· Similar backgrounds increase our chances of communicating effectively 

Standpoint Theory
· Theory that holds that our background and experiences determine our perspective
· Determine our ability to communicate 

Communication 
· Communication: The process of acting upon information 
· Human Communication: The process of making sense out of the world and sharing sense with others
· Interpersonal Communication: When we interact simultaneously with another person and mutually influence each other 
· Organizational Communication: The process of making sense out of the world and sharing that sense with others in the context of organizations for the achievement of mutual goals 
· Content meaning: Message gives information about the topic being discussed
· Relational Meaning: Refers to the nature of the relationship 

Chapter Two: Perceiving Self in Relation to Others 
Reference Groups: A group whose opinions we value and in which we hold or aspire to membership 

Self
· Self concept: Relatively constant thoughts and feelings about who we are and how we differ from other people 
· Four selves
· Self image: Our views of ourselves
· Looking-Glass Self: How we think others see us
· Ideal Self: The person we would like to be
· Real Self: The person we actually are 
· Self Esteem: Our perception of our overall value
· Self Efficacy: Our perceived ability to accomplish something or to make a difference
· Self Fulfilling Prophecy: A prediction or belief that leads to its own fulfillment 

How does the self concept develop?
1. Reflected Appraisal 
· Our perceptions of how we think others see us 
· Roles you assume and self labels
2. Social Comparison Theory 
· The tendency to look to others for a standard comparison 

Assimilation Effect: Heightened self esteem following a favourable social comparison 
Constant Effect: Feelings of inadequacy and lowered self esteem following an unfavourable social comparison 

The Role of the Media
· Body-Image Disturbance: Reduced levels of satisfaction with our bodies and a downward spiral in how we see our physical selves
· Gap between real self and ideal self 
· Myth of Perfection: The false notion that perfection exists and is attainable 
· Self-Serving Bias: The tendency to credit our successes to internal or personal factors and our failures to external or situational factors
· Carol Dweck
· People’s self theories about intelligence have a profound influence and their motivation to learn 
· Fixed Mindset: People believe their basic qualities (intelligence or talent) are simply fixed traits 
· Growth Mindset: People believe their basic abilities can be developed through dedication and hard work 

How do expectations of others influence our self concept?
· Our expectations about an event can influence our behaviour and the outcome of that event 
· What we (or others) believe about ourselves often comes true because we expect it to come true
· Self imposed
· Externally imposed
· We tend to live up (or down) to these expectations 

Chapter Three: Perception of Others
Perception
· Perception: The process of sensing, interpreting, and reacting to the physical world 

Seven characteristics of perception:
1. Perception is learned and backward looking
· All of the senses have a learned dimension
· Our past experiences and expectations influence what we perceive 

2. Perception is culture bound and racially biased
· Far more accurate in identifying members of our own race
· Culture exerts a powerful influence on our perceptions 

3. Perception is selective and self serving
· Process by which we see and retain certain kinds of information while ignoring other kinds of information 
· Important for survival 

4. Perception is spontaneous, largely unconscious and value driven 
· We are often unaware of how quickly and easily we make judgements about others

5. Perception is relative and context bound 
· Our perceptions are influenced by who we are and where we’re coming from

6. Perception is mood dependent 
· Our moods influence how we respond to our external circumstances

7. Perception is completion seeking 
· We fill in missing information 

Perceptual Filters
· We can only attend to a limited number of stimuli at once so we have to simplify the stimuli that flood our senses
· We use perceptual filters to screen out unnecessary information 
· When a stimulus crosses our threshold of arousal we select it to pay attention to 

Theories
Attribution Theory 
· Attribution theory (interpret) specific motives and causes of behaviours we observe
· We try to explain why we do what we do and why others do what they do

Fundamental Attribution Error 
· We judge ourselves more charitably than we judge others
· We blame our faults on external factors and the faults of others on internal factors 

Impression Formation Theory 
· A theory related to how we put together different pieces of information to form an impression of a person 

Effects/Biases
· Own Race Bias: We are far more accurate in identifying members of our own race than people of other races
· Mood Contagion: We can catch other people’s moods
· Primacy Effect: We only pay attention to, or remember, the first information we are exposed to 
· Regency Effect: We only pay attention to, or remember, the most recent information we are exposed to 
· Halo Effect: When we consider someone good in one context, we think everything they do is good
· Horn Effect: When we consider someone bad in one context, then we think everything they do is bad 

Perception Checking 
3 steps:  
1. Description: Describe the behaviour you noticed 
2. Interpretation: Provide 2 possible interpretations of the behaviour
3. Clarification: Request clarification from the person about the behaviour and your interpretations 

Example: “I noticed you didn’t fill in the P3472 form, I wasn’t sure if you didn’t know how to fill it in or if you were in a hurry… what was going on?”

Definitions
· Out group: A group of which one is not a member
· In group: A group of which one is a member
· Self serving: Environment causes our failures, self causes success
· Attribution Error: Environment causes their success, self causes failure 

Chapter Four: Understanding, Navigating, and Managing Our Identities 
Identity 
· Identity: The characteristics that allow others to recognize us 
· Collective Identity: The characteristics of our personal identity that we share with members of a larger group 
· Assimilation: The process of being absorbed into a larger group 
· Minority groups

Geert Hofstede’s 4 Major Dimensions of Culture
1. Power Distance 
· The extent to which hierarchical power and structure set people psychologically apart from other another
· Example: Those in power should look, act, and feel more powerful than those with less power

2. Uncertainty Avoidance
· The extent to which people accept and need rules, regulations, and clear delineation of responsibilities 
· Example: They see unfamiliar, uncertain, and ambiguous situations as threatening and anxiety producing 


3. Individualism Collectivism 
· The extent to which people value and reward individuals vs. groups 

4. Masculinity Femininity 
· The extent to which people value assertiveness, independence, and achievement (stereotypically masculine values) versus nurturing and sympathy (stereotypically female values)

Self Monitoring 
· Self Monitoring: The extent to which we regulate our behaviours in order to look good to others
· High self monitoring: People who are very aware of the opinion’s of others
· Low self monitoring: People who do not worry about the opinion of others 
· Hedging: Using words that show uncertainty or reduce the negative impact of what we are saying 

Impression Management Strategies
Self Promotion
· The self promoter
· Talks proudly about his/her experience or education
· Makes others aware of his/her talents or qualifications
· Makes others aware that he/she is valuable to the organization and/or aware of his/her accomplishments 

Ingratiation 
· The ingratiator
· Compliments colleagues to seem likable
· Takes an interest in the personal lives of colleagues to demonstrate friendliness
· Praises colleagues for their accomplishments in order to come across as a nice person and/or does personal favours for colleagues to increase likability 

Intimidation
· The intimidator 
· Threatens or frightens coworkers with the aim of getting work done
· Makes others aware of his/her power to make things difficult if necessary
· Deals forcefully with colleagues when they hamper his/her ability to complete work
· Reacts strongly or aggressively when colleagues interfere with his/her business activities and/or uses implicit or explicit threats to get colleagues to behave as he/she deems appropriate 

Exemplification
· The exemplifier 
· Stays late at work in order to be seen as hardworking
· Tries to appear busy, even when things are slow
· Arrives early to work to seem dedicated and/or goes to the office at night or on weekends to show dedication

Supplication
· The supplicatory
· Pretends to not understand in order to get people to help him/her
· Acts like he/she needs assistance so that others will offer help or sympathy and/or pretends to know less than he/she knows in order to avoid an unpleasant assignment 

Carol Burrows
· The ladder of inference
· Describes the thinking process that we go through, usually without realizing it, to go from a fact to a decision or action
· Stages can be seen as rungs on a ladder
· Gender Roles of masculine and feminine traits
· Sex biologically male or female[image: Macintosh HD:private:var:folders:64:dbq3yg1s54z8t4xyfz1kl6g00000gn:T:TemporaryItems:genderbread-person-3.png][image: Macintosh HD:private:var:folders:64:dbq3yg1s54z8t4xyfz1kl6g00000gn:T:TemporaryItems:images.jpg]
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Chapter Five: Listening
Why listening is important
· Listening affects productivity in the workplaces
· Salespeople
· Active and supportive listening also promotes understanding and builds trust between patients and health care providers
· Healthcare 
· Essential for learning in educational contexts 
· Crucial in professional contexts 
· Good listening skills are important for managers

The listening process

1. Selecting 
· Hearing is not listening
· The process of focusing on certain stimuli and ignoring others
· We are more likely to pay attention to sounds that are extreme in nature
· Cocktail Party Effect: A phenomenon where we hear one voice out of a medley of conversations and background noises 
· Listening is not easy
· Hearing problems
· Personal concerns
· Rapid thought
· Noise
· All listeners do not receive the same message
· Poor listening habits
· Information overload 
· According to Torkel Klingberg, we are in a constant state of information overload and, as a result, must engage in serious multitasking to keep up
· While it may seem efficient to engage in many activities at the same time, research shows that the human brain is not as good at multitasking as we like to think
· Information overload and multi tasking
· One study asked students to listen to an audiotape of someone reading sentences aloud while comparing 2 rotating objects  (a task that engaged two different parts of the brain)
· The researchers found that the amount of brainpower used for listening to the spoken information dropped by 53%
· The researchers concluded that, while they may think we are good at multitasking, we are likely doing all of these tasks less effectively than if we focused on one activity at a time
· Laptops in the classroom
· A number of studies have found that laptop use is negatively related to several measures of student learning, including understanding of course content and grades
· One study found that the more time students spent browsing on the internet during class, the lower the final grades they tended to receive 
· Structured use of laptops refers to planned use of technology for learning
· According to research, structured use of laptops can benefit student learning  (increased attentiveness, engagement, and level of learning)

2. Understanding 
· Decode sounds into meaningful patterns
· The process of assignment meaning to the stimuli we have selected
· At least 3 influences operate at the understanding stage
· Context (the setting) exerts an influence
· Inference you are forced to make
· Cognitive complexity influences the understanding process
· People who are cognitively complex are able to listen more attentively, to understand more accurately, and to remember more of what is said 

3. Remembering 
· Recall the information you heard 

4. Responding 
· Provide feedback and demonstrate understanding of the message 
· We validate the message by confirming our sense of worth and value within the conversation 
· Responding can vary from simple facial expression to a verbal response 
· The most appropriate and effective responses depend on the context and the relationship between the communicators

Listening and Relational Development 
· Good listening is associated with the development of intimacy and trust
· Intimacy is linked with relational satisfaction in both romantic relationships and friendships
· When we self disclose to others, and they listen effectively, this can enhance the relationship

Listening in Sales
· Salespeople who speak less and listen more make more sales than those who speak more and listen less
· When salespeople listen well, they can identify the needs of their potential customers and respond effectively to those needs by offering the right products or services
· Moreover, when customers perceive that a salesperson is really listening, they have greater trust in the salesperson and they wan to continue the relationship in the future
· In other words, when salespeople listen to their customers, the customers plan to come back

Listening in Healthcare
· One of the most common complaints of patients in medical encounters is that their physicians don’t listen to them
· Some patients report that doctors interrupt them within 18 to 30 seconds of the start of the conversation
· When doctors allow patients to talk about their problems without interrupting and try to understand perceptions, they influence the quality of the medical encounters and build good relations 

Listening in Restaurant Jobs
· Restaurant servers also benefit from good listening behaviours
· In a study designed to test the infleune of nonverbal communication on tipping, servers either squatted near the customer or stood while taking orders in a restaurant 
· When servers squatted beside their tables, the patrons left more generous tips
· The enhanced sense of nearness and eye contact made the servers seem friendlier and, as a result, encouraged the customers to leave a better tip

Take-Aways
· Questioning
· Can be sincere or counterfeit
· “Did you buy the textbook used? I’ve been buying my books and really saved a lot of money. In fact…”
· Avoid counterfeit questions
· Questions that trap the speaker
· Questions that make statements
· Questions that make statements
· Questions that carry hidden agendas
· Questions that seek” “correct” answers 
· Evaluate 
· Agree or disagree
· “I know what you mean. My class is really hard and last week we found out...”
· Advise
· Try to provide a solution
· From own perspective
· Even if the advice is good, it can be difficult to be told what to do
· Often what works for someone else may not work for you 
· “You should drop that class now, while you can still get your refund. That’s what I’d do.”
· Interpreting
· Try to figure the person out 
· Analyzing is all about your point of view
· “I guess you’re really questioning your decision to study communication, eh?”

Effective Listening
There are 5 things you can do to be perceived as a better listener:
1. Enhance your cognitive complexity by interacting with people outside your personal network
2. Use silence to communicate  Understand the value of silence
3. Use nonverbal cues and vocal sounds to show you’re listening
4. Ask questions  Shows you’ve been paying attention 
5. Practice active listening 

Paraphrasing/summarizing 
· Content paraphrasing: Summarizing the main verbal message 
· Feeling paraphrasing: Summarizing how the speaker feels about what he/she is telling you 

Barriers to Effective Listening
Information overload and multi tasking
· Torkel Klingberg 
· We are in a constant state of information overload
· States that people report being interrupted or distracted every 3 minutes while at work 
· Today’s students face all kinds of distractions 
· The human brain is not at good at multitasking as we like to think
· As a result, we must engage in serious multi tasking to keep up 
· While we may be good at juggling many activities at the same time, we are doing all those things less effectively 

Difference between thought rate and speech rate
· Speech-thought differential: The difference between the rate at which a speaker conveys a spoken message and the speed at which the listener processes the information
· A typical speaker says about 125 words a minute but the brain can process thoughts at a rate of 400 to 500 words a minute 

Listening from your own perspective 
· When listening from your own perspective, you lessen the chances of understanding the other person
· Listening through an autobiographical filter 
· Not very satisfying for the speaker
· When listening from your own perspective, you end up taking the focus of the conversation

Taking away from the other person’s perspective 
· Validation: Confirmation of our sense of worth and value
· Listening is one of the ways we can validate others and they can validate us
· Failure to listen and respond appropriately to the words of another person has the opposite effect, diminishing the importance of the other person’s perspective 

Guest Speaker: Brigitte Bill
Active Listening 
· A way of listening that focuses entirely on what the other person is saying as well as what they are meaning 
· Allows us to understand the content of the message and the emotions beneath the content

Advice Giving 
· Advice giving is often based on partial information; filtered through the lens of the listener’s experiences and values 
· Advice giving is based on assumption that you know what is best; however we are not experts others’ lives 
· Demonstrates and communicates a lack of respect/trust/faith in person’s ability to explore alternatives, make choices and find solutions
· Undermines a person’s confidence and can be disempowering and create a dependency 
· Band aid solutions tend to short-cut meaningful discussion about what person has considered doing
· May prompt resistance and inadvertently reduce the likelihood of change 

Three strong listening skills
Matching 
· Involves an awareness of both the person’s and listener’s:
· Tone of voice and rhythm (e.g. gentle, intense, flat)
· Volume
· Speaking style (e.g. vocabulary, formal, ornate, slangy)
· The ¾ rule 
· Matching techniques:
· Helps gain trust and attention 
· Communicates respect
· Helps defuse emotions 
Minimal Encouragers 
· Minimal encouragers are the small sounds we make to acknowledge that we are listening
· “Uh-huh” or “Yes”
· Minimal encouragers:
· Prompt the caller to tell you more… 
· Acknowledge that you are listening without interrupting a train of
· Can also act as a discourager 
· Often saves “foot-in-mouth” 

Reflective Listening 
· Communication can go wrong because: 
1. The speaker does not say exactly what is meant 
2. The listener gives a different interpretation to what the words mean 
· Reflective listening helps address these communication barriers 
· Simple Reflections: Paraphrasing 
· Involves a restatement of a person’s ideas using your own words, staying close to what the person has said 
· It is a statement, not a question, mirroring content 
· Simple paraphrases clarify and surface potential misunderstandings 
· Communicate acceptance, interest, and attentiveness
· Prompt the caller to tell you more
· Paraphrase when you feel stuck 
· Complex Reflections 
· Require empathy
· Involve reflecting another’s meaning
· May include affect 
· Clarify content for you and the caller
· Create understanding and movement 
· Force you to focus on what the caller has said, rather than on your own ideas/rebuttals/interpretations 
· Helps you “roll with resistance” that may emerge if we have been too directive (the person argues every suggestion you make)
· Defuse tensions
· Accept the speaker’s feelings: this is different than agreeing with ther person
· Examples:
· It sounds like you…
· You mean that…
· You’re feeling…
· So you feel…
· So you’re wondering if… 
· It seems to you that…


Hearing vs. Listening 
· Hearing: A physical process that occurs when the eardrum absorbs sound vibrations and sends the sensations to the brain
· Listening: A mental process that involves interpreting messages that others have transmitted
· We listen in order to understand and respond appropriately to verbal and other audible messages 

Deliberative Listening: Listening to learn, often from a critical perspective
Confirmation Bias: The tendency to attend to information that confirm our beliefs and to ignore information that contradicts our beliefs
Culture Bound: Restricted by cultural influences
Paraphrasing Content: Summarizes the main verbal message
Paraphrasing Emotions: Summarizing how the speaker feels about what he or she is telling you

Carl Rogers: On the impact of empathetic listening 
· Empathic Listening: Listening from the perspective of the other person
· Carl Rogers wrote about the importance of empathic listening


Chapter Six: Communicating Verbally
Language is our most important communication tool 
1. Language is symbolic 
· The “thing” is the referent 
· Word/symbol refers to that thing
· Meanings are in people not in words or symbols
· Triangle of meaning: A model that explains the relationships among words, things, and their meanings 
· Referent: The object or idea to which a symbol refers
· Thought: The mental image that we associate with a symbol and its referent 
· Onomatopoeia: Words that sound like what they describe 
2. Language is rule bound
· Although language is symbolic and meanings are in people, we have developed conventions to help us understand each other
· Phonological rules:
· How sounds combine to form words (e.g. same word in different languages sounds different: coherent, trouble) (zjrtnc vs babrod)
· Zmrzl in Czech meaning “frozen water” could not exist in English
· Rules governing the sounds that appear in a language 
· Syntactic Rules
· The way symbols can be arranged—the rules of structure (“Where you are” rather than “Where are you?”)
· Rules governing the arrangement of words and punctuation in a sentence 
· Semantic Rules
· The meaning of statements. The “shared” meanings that we have agreed upon. Given that there are often many potential meanings, we rely on the…
· Rules that regulate to the agreed upon meanings of words 
· Pragmatic Rules
· To tell us the likely meaning of the words, given the context, the relationship and so on
· E.g. “I’d like to see you” (Remember the 5Ws)
· Rules that take context into account when arriving at meaning 
· Five W’s of journalism: who, what, when, where, and why 
3. Language is Culture Bound
· Different words/symbols are used for the same referent in different cultures
· E.g. “Halloween Apples” vs. “Trick or Treat”
· What do you call carbonated beverages?
· Some words only exist in some cultures
· Linguistic Relativity: The idea that people who speak different languages perceive and think about the world differently
4. Language is dynamic
· What are some words that you use today that did not exist when you were in elementary school?
· Language is alive—it will continue to evolve to meet our needs
· Uptalking: A speech pattern in which the voice rises in pitch at the end of a statement
· Valleyspeak: A variety of English characterized by up talking and excessive use of the word like 
· Vocal Fry: A low register that often sounds creaky or rattling 
· Quotatives: Words used to introduce quotes in conversation 
5. Language brings us together or separates us 
· Convergence: Uniting or bringing together as in speech that emphasizes similarities 
· Restricted Code: Language and gestures with special meanings that only members of a certain group understand 
· Divergence: Separating, as in speech that emphasizes differences 
· Inside jokes 
6. Language conveys credibility to the user
· Conversation Styles: The way we present and express ourselves when conversing with others
· Powerful Language: Language that conveys authority
· Credibility: The extent to which you are believable to others
· Powerless Language: Language that does not convey authority 
· Report Talk: Talk that focuses on content rather than relationships
· Instrumental: Aimed at achieving a specific goal or purpose
· One-Up, One-Down Situations: Two-person interactions in which one person clearly holds more power than the other 
· Rapport: A positive relationship characterized by mutual liking and effective communication
· Tag Questions: Phrases that, when tagged onto the end of sentences, change statements into questions (e.g. “don’t you think?”)
· Disclaimers: Phrases that devalue statements by drawing attention to potential faults
· Question Statements: Statements spoken as questions, expressing doubt through rising intonation 
· Hesitations: Words such as um or well that act as fillers and convey uncertainty
· Hedges: Phrases or words such as sort of or somewhat that protect against the risk of making a direct statement 
· Differential language: Language characterized by courteous respectfulness and submissiveness 
· Bald Language: Blunt or direct language 
7. Language allows us to construct and name our world
· Denotative: dictionary meaning. Content meaning.
· E.g. A domesticated carnivorous mammal (canis familiaris) related to the foxes and wolves and raised in a variety of breeds
· Connotative meaning: Personal/subjective meaning. Emotional meaning. 
8. Language brings us together or separates us
· Building relationships
· Language connects us to each other and demonstrates, to ourselves and to those around us, our relationships with each other
· Convergence (using the same vocabulary, adapting our speech to show affiliation, having secret words)
· Divergence (speaking in a way that emphasizes the difference between “us and them”)
· Music has long been a way to indicate both convergence and divergence 
9. Language conveys credibility to others
· People who use powerful language are believed to be more competent, intelligent, and trustworthy than those who use “powerless” language 
· In other words, people who use powerful language are seen as more credible 
· Women are more likely to use deferential—powerless—language:
· Tag questions: “It’s hot in here, isn’t it?”
· Disclaimers “This might be a bad idea but…”
· Question statements “My name is Anne Brown?”
· Self doubt “I think…”
· Hesitations “Well…”
· Hedges “Kinda”

8. Language Evolution
· Some researchers argue that middle class teenaged girls are the greatest disseminators of new slang and language forms today
· “Like” as a quotative 

Barriers to effective verbal communication
· Lets look now at some of the ways that words can interfere with the sharing of meaning
1. Bafflegab
· Using big words unnecessarily
· Using words that are not commonly understood by a lot of people
· Interestingly, as the Dr. Fox Hypothesis suggests, using fancy and incomprehensible language can result in a very high rating of credibility 
· Jargon: Words or expressions that have meaning for members of a specific profession or other group but that have little or no meaning to outsiders
· The use of unnecessarily long or complicated words that other people do not understand 
2. Equivocality 
· When the same word means different things to different people
· Possibility for words and actions to have multiple interpretations 
· Strategic Ambiguity: Use of unclear and vague language to accomplish goals 
· Metaphor: A figure of speech that reveals something about one thing by implicitly comparing it to something else
· Archetypal Metaphor: A metaphor that refers to basic elements of the earth and human experience 
· While one word ambiguity can interfere with the sharing of meaning, it is also used for artistic purposes
· Example: Drake 
3. Euphemisms & Doublespeak
· A euphemism is an expression intended by the speaker to be less offensive, disturbing, or troubling to the listener than the word or phrase it replaces 
· Double Speak: Language that deliberately disguises the true meaning of a potentially unpleasant idea 
4. Language Misuse
· Using words incorrectly 
· Malapropism (one word that sounds like another)
· E.g. “I got my subscription for the pill:
· Using words/phrases/gestures in the wrong context, improperly, or imprecisely 
· “Irregardless”
· “I’m anxious to receive my prize”
· “If I would have known…”
· “I only perused the article”
· “Between you and I”
· Malapropism: Switching of an intended word with another word of similar sound or spelling that has a different meaning 
5. Static Evaluation
· Mistaken assumption that people don’t change
· Labels can “freeze frame” our views
· E.g. “John is boring”
· Use of language that does not take change into account

Interdependent: Reliant on other people for safety, survival, and support
Verbal Communication: Communication that involves spoken, written or signed language 

Barriers for communication
· Miscommunication leading to crashes happens in two places: in the cockpit of the plane and between pilots and air traffic controllers on the ground
· In many cultures, subordinates hesitate to challenge those with a higher rank even when they know something is amiss 
· The power distance index (PDI) provides one way to measure how much in particular culture values and respects authority 

Chapter Seven: Communicating Nonverbally 
Nonverbal Communication: Non-verbal communication is defined as “messages expressed by non-linguistic means” (or means that are not related to language 
 Communication that does not involve language 
· When we “speak a language” with our hands or body, this is not considered to be non-verbal communication 
· American Sign Language 
· Semaphore 

Difference between verbal and nonverbal communication
· The difference depends on whether or not language is involved 

Primary Functions of Nonverbal Communication
· Emblem: Body movements that stand on their own as a replacement for words
· Illustrators: Body movements that accent or work in unison with what is said vernally
· Regulators: Body movements that control the flow of conversation
· Adaptors: Body movements that relieve tension or satisfy self or bodily needs
· Affect displays: Body movements that tell others about our emotional state
· Turn taking: The process of deciding who will speak at any given time during a conversation 
· Agreeableness: The perceived warmth and friendliness of a person 

Three reasons to study nonverbal communication 
1. 1. It is the primary way in which we communicate feelings and attitudes (emotion) towards others
· Mehrabian (1972) argued that we convey 93% of the emotional impact of a message through non-verbal means
· Birdwhistell (1970) argued it was 65/35 nonverbal/verbal
2.  	It plays a major role in relationship development 
· Because we interpret the subtle cues of our relational patterns (e.g. silence, tone of voice, posture, facial expression), our relationships develop on the basis of this information 
· Non-verbal communication is primarily relational 
3. It is usually more believable than verbal messages 
· We tend to believe that “Actions speak louder than words”


Affect Displays
· Nonverbal cues used to communicate emotion
· E.g. smiles, frowns, signs of boredom
· Paul Ekman and Wallace Fiesen identified 6 facial expressions that appear across cultures: anger, disgust, fear, happiness, sadness, and surprise 
· Although cultures may differ in when and where people display the emotions, all cultures include these emotions in their repertoire (as Darwin suggested)
· Albert Mehrabiran 
· Concluded that we convey 93% of the emotional content of a message through nonverbal channels and just 7% of the emotional content through spoken words 
· Expectancy Violations Theory: Theory that explains how violation of expectations can alter first impressions 
· Immediacy:  A sense of likability and approachability established through communication behaviours that draw people closer together 
· Immediacy Behaviours: Verbal and nonverbal behaviours that suggest a teacher’s willingness to approach and to be approached by students 

Characteristics of nonverbal communication
· Non verbal communication is ambiguous 
· The ambiguity of non-verbal communication is what makes Charades difficult 
· Non-verbal communication is influenced by culture (some signals are shared while many other are distinct)

Primary Functions of Nonverbal Communication
1. Replacing or Substituting for verbal messages (emblems)
· Nonverbal cues that can replace the verbal with nonverbal message
· These are called emblems 
· Nonverbal cues that have specific generally understood meanings in a given culture
· E.g. nodding head, applause, OK sign
· Emblems are culture and context bound
· For example:
· Bulgarians shake their heads from side to side to say yes and nod to say no
· The OK sign is perceived as an obscene gesture in Brazil
· How you indicate the number 3 can cause confusion, as seen in the movie Inglourious Bastards 

2. Complementing, Repeating, and Accenting Verbal (Illustrators) 
· Added to a word
· Saying “over there” while pointing
· Saying “yes” while nodding
· Nonverbal cues can complement verbal messages (smiling warmly when saying “I love you”)
· Illustrators have no meaning on their own but get their meaning from the verbal message they accompany (from their context)
· E.g. drawing a square with the hands, moving hands a round or even adding meaning to song or story 

3. Regulating Interaction (Regulators) 
· Nonverbal cues that control and manage the flow of communication between people
· E.g. raising hand to say “wait til I finish” 
· How do we know when it’s our turn?
· Harvey Sacks said these cues are
· Indicate willingness to yield to the other person by 
· Changes in intonation 
· Drawing out the last syllable of a word 
· Changing body orientation or position 
· Looking at the listener 
· Indicate that we want to being our turn by 
· An obvious intake in breath
· Rapid head nodding
· Finishing the other person’s sentence 
· Rapidly saying mhhhmm or okay to signal “I would like to speak!”

4. Relieving Tension and Satisfying Needs (Adaptors)
· Gestures designed to satisfy some need
· E.g. scratching an itch, adjusting clothes 
· When they occur in private they are usually done in their entirety while in public they may be done in an abbreviated form 

5. Conveying Emotion (Affect Display)
· Communicating information about our emotional state
· Sometimes nonverbal communication is contrary to the words
· “I’m not upset” is an angry tone with red face
· “I’m so happy for you” when the face says otherwise
· We can influence our emotion by changing our nonverbals
· Watch Harvard’s Dr. Amy Cuddy discuss the impact of the “power pose” on how we feel in her TED talk

We also use nonverbal communication to hide and detect deception 
· When lying, people might leak cues
· Greater lag time in response to questions
· Reduced eye contact
· Increased shifts in posture
· Unfilled pauses
· Less smiling 
· Slower speech
· Higher pitch 
· More careful speech 
· However…
· Good liars know that they must control these cues 
· Research by Paul Seager finds that because facial expressions are easier to control than body movement, they are less accurate indicators of lying
· However, the more complex the lie the more liars will leak cues
· Spending more cognitive energy working on the lie than managing the nonverbal)
· The extra effort needed to remember what they’ve said and to keep stories consistent may cause liars to restrain movements and fill speech with pauses 

Nonverbal communication channels or media 
1. Facial expressions, eye contact and gaze
· Some facial expressions have different meanings in different cultures, at least a few mean the same thing in all cultures
· How people interpret directness of eye contact can vary across cultures 
2. Vocal cues and silence 
· Paralanguage: Speech elements that we do not categorize as language 
· Intonation: The way the voice rises and falls as we speak
· Tone: The vocal quality that conveys emotion
· Pitch: The degree of highness or lowness with which we speak 
· Silence serves many different functions 
· Comforts when words cannot express how we feel 
· Creates a space for listening without judging
· Punishes when we feel anger or upset with a friend, partner, or family member
· Adds drama, weight, and impact when we speak in public situations 
· In talk oriented cultures, silence demands a response 
3. Body movement, posture, stance and gestures 
· Kinesics: Communication through body movements, posture, stance, and hand gestures 
· Nonverbal Leakage: The nonverbal behaviours that unintentionally reveal true inner states 
· Nonverbal expressions of power and dominance
· Harvard law professor Amy Cuddy delivered a TED talk on nonverbal expressions of power and dominance
· We can change other people’s perceptions of our credibility simply by changing body positions 
4. Touch 
· Touch is our first language
· Mothers use touch to communicate affection, to warn children of hazards in the environment, and to offer comfort 
· Tiffany Field
· Touch Research Institute at the University of Miami 
· Identified a wide range of benefits linked to massage therapies in babies and young children 
· Benefits include improved growth in premature babies, more sociable behaviour in children, improved sleep patterns and better moods 
· The messages conveyed through touch also place a vital role in our overall well being in adulthood 
· Conveys comfort and affection 
· Canadians live in a largely touch phobic but touch hungry society 
· The tendency to restrict touch to family and intimate partners is far less common in most other countries in the world 
· The exact meaning of touch can vary, based on a number of factors 

5. Clothing and personal artifacts 
· Play an important role in how we perceive a person’s social identity 
· Our manner of dress conveys messages 
· Avatars: An online visual representation of an individual

6. Color 
· A 1973 study by Charles Osgood focused on cross cultural differences in perceptions of colour 
· Most cultures felt similarly about the colours
· Culture influences the meanings that people attach to colours 
7. Proxemics 
· Proxemics: The study of how people perceive and use space
· Chronemics: The study of how people perceive, structure, value, and react to time 
· Territoriality: Our desire and efforts to mark our territory and defend it against invasion 
8. Chronemics
· Monochromic Cultures: Cultures that view time as rigidly linear and rely heavily on clocks and schedules to regulate events
· Polychromic Cultures: Cultures that view time as elastic and believe events will happen when they are meant to happen 

Chapter Eight: Building and Maintaining Relationships
Reasons for Forming Relationships
· According to a theory called Fundamental Interpersonal Relations Orientation (FIRO)
· We form interpersonal relationships to fill 3 primary needs (Will Schutz)
· Inclusion: The need to be included and connected to others
· Control: The need to influence our relationships, decisions, and activities, and to let others influence us
· Affection: They need to feel liked by others 
· Social capital theory explains that our social relationships and networks have value that can translate into important personal and business outcomes
· Social capital: A resource based on interpersonal connections that can be converted into economic and other benefits
· Bonding social capital: Benefits that resulting 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 results from relationships with people in positions of power who are outside our usual network 

Needs Theory 
· FIRO: Theory that holds that we form interpersonal relationships in order to meet our need for inclusion, control, and affection
· Need for inclusion: The need to be connected to other people 
· Fundamental human desire 
· When our need for inclusion is overly strong, it can lead to negative outcomes
· Ideal social person: An individual who meets her inclusion needs in a balanced way 
· Oversocial: The tendency to work extra hard to seek interaction and attention from others
· Undersocial: The tendency to avoid interaction with others 
· Need for control: The need to influence our relationships, decisions, and activities and to let others influence us 
· Relationship boundaries: The limits to which we are willing to go to establish or maintain a relationship 
· Need for affection: The need to feel liked by others
· Ideal personal type: An individual who wants to be liked but feels comfortable in situations that may result in dislike
· Can handle not being liked in certain situations 
· Making unpopular decisions 
· Underpersonal: Characteristic of an individual who feels undervalued and seeks to avoid close relationships
· Overpersonal: Characteristic of an individual who seeks to establish close relationships with everyone, regardless of whether others show interest 
· Intimacy: The state of having a close, authentic connection with another person
· Social exchange theory: Theory that explains how people weigh the perceived costs and rewards of relationships in deciding to maintain or end them 

Two types of relationships
· Relationships of circumstance
· Form because our lives overlap in some way
· Develop because of situations or circumstances in which we find ourselves 
· E.g. family, neighbours, coworkers, inlaws
· Relationships of choice
· When we seek out and intentionally develop a relationship with someone
· Actively seek out and choose to develop
· E.g. friends, lovers, mentors 
· You cannot have a relationship of choice without first having a relationship of circumstance 

Our First Relationships
· John Bowlby developed attachment theory to explain the relationship between babies and primary caregivers 
· He found that the patterns of interactions we have with our earliest caregivers influence how we see ourselves and how we interact with others throughout our life 

Internal Working Models (IWM)
· Mental pictures of the nature of relationships and what we can expect from them
· Mental picture that helps us understand some aspect of our world 
· They serve as a template for how we perceive and enact relationships throughout the lifespan 
· Can we change our IWM?
· Internal working models serve as a template for how wer perceive and enact relationships throughout the lifespan
· Bowlby suggested that internal working models remain somewhat stable over time
· But he also suggested that they are dynamic representations that can be modified as one’s experiences and relationships change
· It would be hopeless if these internal working models were fixed from early childhood and we were stuck with them 

 Attachment Theory
· Bowlby suggested that there are 2 forms of attachment 
· Secure Attachment: When children experience high levels of acceptance, sensitivity, and responsiveness from their primary caregiver 
· Insecure Attachment: Primary caregiver-child relationships characterized by rejection, abuse, harshness, a lack of responsiveness, or inconsistency in parenting (sometimes responsive/sometimes rejecting)

Intimacy 
· Defined as the state of having a close, authentic connection with another person
· Can take place in a variety of contexts and have many forms and aspects 

Types of Intimacy
· Emotional intimacy
· Sharing important feelings (self disclosure) 
· Physical Intimacy 
· Touching, hugging, sex
· Intellectual intimacy
· Exchange of ideas (especially when this is difficult)
· Shared activities
· Play, common experiences, interests 
· Not all shared activities lead to intimacy 

Building Intimacy 
· Researchers used to think that women were better at building intimacy than men because they were more likely to share personal thoughts and feelings
· Recent research shows that men build intimacy more through shared activities and that self disclosure is not the only means to intimacy 
· But romantic partners or friends can misunderstand each other’s ways of building intimacy and this can stress the relationship
· E.g. going skating together may be a way to build intimacy for one but not the other
· However, some degree of self disclosure is necessary and research shows that adolescents who can self disclose are better able to build intimacy in their friendships
· Empathy: An active and mindful effort to understand the experience of another person and share that person’s feelings 

Self Disclosure
· Self disclosure is the sharing of personal information about oneself in conversation 
· Self disclosure criteria
· It must contain personal information about the sender
· The sender must communicate this information verbally (this includes writing)
· A person must be the target

Taylor & Altman’s Social Penetration Model
[image: ]
· Illustrates how self disclosure operates in communication
· Theory that suggests the importance of self disclosure in moving from less intimate to more intimate relationships 
· It shows that some messages have a greater or less degree of self disclosure
· Breadth and depth
· It also shows the different degree of depth and breadth that can be achieved (or not) through sharing of different kinds of information
· Some information is more significant than others
· Breadth: topics you talk about 
· Family conflict, grades, embarrassing moments, etc.
· Number of conversational topics that allow you to reveal aspects of yourself 
· Depth is limited 
· Self disclosure is always involves communication 
· Depth: The amount of information available on these topics 


The Johari Window: A model of self disclosure 
[image: ]
· A self awareness model that helps us to identify and understand the open, hidden, shared, and unknown parts of the self 
· Open
· Known to self and others
· Blind 
· Other people know something about you that you don’t 
· Example: piece of toilet paper stuck to your shoe 
· Hidden
· Something about you that you don’t tell others
· Depends on you 
· Unknown 
· Neither you or others know this about yourself
· As we self disclosure, the boxes change 


Turning Points
· Markers often signal a turning point in the relationship
· A specific event or interaction that is associated with change in the relationship 
· E.g. first kill, first fight
· Often the turning point inspires a discussions about where the relationship is at (55% of the time) 

Stages of Romantic Relationships 
· Stages of relationship are like an elevator ride
· Get off at each floor, look around, maybe stay there
· Sometimes it is a very fast ride upward to intimacy
· Sometimes we ride down 
· Going up 
· Initiating 
· Experimenting
· Intensifying
· Integrating
· Bonding 
· Going down 
· Differentiating 
· Circumscribing 
· Stagnating
· Avoiding
· Terminating 
· Triangular Theory of Love: Theory of proposing that passion, commitment, and intimacy characterize romantic relationships 
· Coming-together phase: Five stages through which couples move as they build intimacy
· Coming-apart phase: Five stages that contribute to a movement away from intimacy 
· Turning points: Events or interactions that signal changes in the relationship

Why do marriages fail?
· The exact reasons for success or failure of individual marriages are unknown 
· Most of the advice and theories about marriages are not supported by empirical research
· The mysterious nature of marital interactions led the author, John Gottman, to try to identify destructive patterns in marriages in order to assist in intervention
· Through the course of his research, Gottman has collected physiological data, conducted numerous interviews, and gathered vast amounts of information about participants’ marriages 
· The conventional wisdom of a “good marriage” is not the only type of marriage that is successful

Three types of marriages
· The way that couples handle their incompatibilities is a greater predictor of divorce than the existence of such incompatibilities. 
· Successful couples are compatible in their fighting styles, or in how they agree that they will handle conflict.
· Satisfied couples maintained a five-to-one ratio of positive to negative communications.
· The validating style of marriage, traditionally considered to be the ideal style, is not the only style of marriage that can be successful.
· Volatile couples fight constantly and previously have been viewed as unhappy. However, Gottman’s research demonstrates that they can have deeply satisfying relationships as long as they maintain the five-to-one ratio.
· Avoiding couples steer clear of conflict and can also enjoy satisfying marriages when they maintain the five-to-one ratio.
· Gottman is able to predict with 94% accuracy which couples will stay married and which will likely end in divorce.
· People often think that the degree of conflict and arguing tell us which relationships will fail. 
· Gottman’s findings suggest, however, that how couples deal with conflict—and the patterns of behaviour that characterize their relationship—determine the outcome. 
· Constructive arguments, where the couple focus on the problem and avoid attacking each other, represent a normal and healthy response to conflict.
· BUT, conflict can be damaging when the “Four Horsemen of the Apocalypse” make their presence known. 

Four horsemen of the Apocalypse 
· According to Gottman, these 4 destructive forces are criticism, contempt, defensiveness, and stonewalling
· Criticism
· When one partner attacks the personality or character of the other person, rather than focusing on the specific behaviour that is bothersome 
· Healthy to discuss frustrations and irritants in a relationship
· Unhealthy to make personal attacks on a partner 
· Contempt
· Involves using insults and other signs of disrespect to attack the self worth of the partner 
· Most destructive of the horsemen, contemptuous messages convey disgust 
· Defensiveness
· Occurs when one partner sees himself or herself as the victim and, in response, tries to create defenses to a perceived attack 
· Stonewalling 
· Withdrawing and disengaging from the conflict instead of discussing the problem

Keys to dealing with conflict 
1. 1. Soften your startup, which simply means starting the conversation without criticism or contempt.
2. Make and receive “repair attempts.” Gottman defines repair attempts as any action or statement that deescalates tension.
3. Soothe yourself and then your partner. When you feel yourself getting heated during a conversation, let your partner know that you’re overwhelmed and take a 20-minute break.
4. Compromise. The above steps prime couples for compromise because they create positivity, Gottman says. 
· When conflicts arise, it’s important to take your partner’s thoughts and feelings into consideration and try to find common ground. Consider what you agree on, what your common goals and feelings are and how you can accomplish these goals.
· Finding common ground is not that hard!
5. Remember to be tolerant of each other’s faults. Gottman says that compromise is impossible until you can accept your partner’s flaws and get over the “if onlies.” ( “If only he was this” “If only she was that.”)
Working Friendships: Friendships that are restricted to the workplace and limited in emotional investment 
Social friendships: Friendships that go beyond the boundaries of the workplace 
Sexual Harassment: Unwanted sexual attention or the inappropriate promise of rewards for sexual favours
Grave Dressing: Social stage is when the partners devise their accounts of how the breakup happened and how they will present it to their social circles. If it is in fact the end, they will cross over into the final phase of relationship dissolution.

Chapter Nine: Managing Conflict 
Conflict: Disagreement between 2 or more parties who see themselves as having opposing goals or values 
· Conflict occurs as a result of many different factors

Conflict is Inevitable 
· All relationships are characterized by conflict
· Knowing how to deal with conflict effectively can make the difference between it being unproductive or productive
· According to Margaret Heffernan, conflict can enable people to do their very best thinking
· Resist neurobiological drive 
· Different people with different ways of thinking

Sources of Conflict
· Differences: Beliefs, attitudes, values or personality give rise to conflict (and influence how we perceive and deal with it)
· Perceived incompatible goals
· Often it looks like one person has to lose something for the other person to have their goal met
· Interdependence
· Someone else is in the way of you getting what you want
· If we are not interdependent,  then the other person probably can’t in your way 
· Information or communication gaps
· Things we don’t know, misinterpret, or miscommunicate 
· Perceived scarce and non distributable resources
· Resources are the things we need (time, staff, opportunities, money, etc.)
· When there are lots of resources, there is less reason for conflict
· When we can’t get what we want—because someone else had it—conflict erupts 
· Refers to something that only one person can use or possess at the same time 
· In the workplace, conflict develops when people in different departments perceive themselves to be in competition for scarce and non-distributable resources 
· Within families and organizations, struggles for power often relate to competition for scarce resources such as time and money
· Win-lose dynamic: People approach the conflict similar to how they may approach a fight

Methods of Conflict Resolution 
· Competing
· Forcing a resolution by pushing for one’s own needs or solution
· One side is satisfied, but the other is not
· Accommodating
· Giving in to what the other party says
· Avoiding
· Not talking about the conflict and not resolving it
· Often considered a “lose-lose” approach
· Compromise
· Resolving a conflict by meeting in the middle
· Both sides achieve some of what they want, but each side also sacrifices part of the goal
· Collaborating 
· Allowing both sides to satisfy their needs

Types of Conflict 
· Overt conflict: conflict involving open disagreement 
· Metalanguage: Language that describes or comments on language 
· Enables people in conflict to voice and talk through their problems
· Convert conflict: Hidden conflict, not always known to the other part 
· Likely to display passive aggressive behaviours 
· Often results in misdirected displays of aggression

Stages of Conflict
· According to Jeffrey Rubin, conflict moves in cycles and continues to resurface until people address the underlying causes
· Typical conflict resembles a 3 act play 
· Act I
· People change from focusing on specific issues and behaviours to focusing on personalities 
· The rhetoric becomes accusatory 
· Behaviours become generalized 
· Shift from light to heavy tactics 
· Conflict escalates to the maximum extent 
· Usually when one party dominates the other and forces agreement—many will continue to be unresolved
· Act II
· Parties lose hope the other will change
· They may not like each other more than they did in Act I but they realize that they will not prevail over the other by coercive means 
· Marks a transition stage, where people begin grudgingly to accept the necessity for compromise or collaboration 
· Lacking energy or resources to continue the fight 
· Act III
· A certain measure of closure
· Moving toward settlement 
· Does not necessarily imply resolution
· Implies a de escalation of the conflict
· Look for a bigger goal to which they can both commit

Role of Power in Conflict
· According to John French and Bertram Raven, 5 sources of power are available to those who want to prevail over others
· Reward power
· Comes from offering benefits or gifts
· Individual conflict can offer rewards in an attempt to increase his attractiveness to those who will profit from the benefits
· Increases our ability to influence decisions and encourages others to listen to our opinions
· Coercive Power
· Comes from threatening or intimidating people
· Threatening to punish anyone who does not go along with their ideas
· Effectiveness depends on whether the other party can avoid or survive the threat 
· Legitimate Power
· Comes from holding a position of authority 
· The rightful power (often limited in scope) that we grant to others in the belief we will gain benefits from the transfer
· Referent Power
· Comes from personal attractiveness
· Attracted to people with beliefs or values similar to our own
· Expert or Information Power
· Comes from access to knowledge or perceptions that we do not have 
· People with this sort of power have access to information
· An additional source of power is the ability to stimulate debate and generate support for ideas and points of view 

Coping Styles 
Thomas-Kilmann Conflict Mode Instrument (TKI) identifies 5 coping style commonly used by individuals in conflict 
· Competing
· Forcing a resolution by pushing for one’s own needs or solution
· Some situations demand a competing or controlling style
· Accommodating
· Resolving conflict by giving in to what the other party or individual wants
· Co-operative but passive
· Keeping the peace
· Avoiding
· Withdrawing from a conflict 
· Refuse to deal with it
· Does not have a co-operative or assertive dimension 
· Compromising 
· Resolving conflict by meeting in the middle 
· Requires co-operation
· Involves meeting in the middle or splitting the difference
· Collaborating
· Resolving conflict in a way that allows both sides to satisfy their wants
· Requires a spirit of co-operation, active listening skills, good communication skills, and an environment of mutual respect
· We search for a solution that will satisfy both needs to the maximum extent 

Outcomes of Conflict
· Dysfunctional Conflict: Disagreements with unproductive or destructive outcomes
· Tension, stress, antagonism, hostility, and distrust signal the existence of a dysfunctional conflict 
· Functional conflict: Disagreements with productive or beneficial outcomes
· Occur when people explore their differences and express their opinions in a respectful and productive way 
· Result is increased trust and the establishment of authentic relationships 

Conflict in the workplace
Jack Gibb offers instruction on how to create a more positive organizational climate 
Proposes that positive climates arise from supportive verbal behaviours and negative climates arise from defensive verbal behaviours  identifies 6 types of defensive communication and 6 types of supportive communication 
· Climate: The emotional tone of a relationship or interaction
· Supportive Communication: Behaviours that reduce defensiveness and demonstrate respect for the feelings of the other person
· Defensive Communication: Behaviours people use when they perceive a threat to their emotional well being 
· Evaluation: Passing judgement on a person, idea, or object
· Description: Offering thoughts and feelings without judging 
· Control: Ignoring the other person’s input while forcing that person to accept your decisions
· Problem Orientation: Focussing on finding solutions 
· Strategy: Hiding one’s motives and manipulating someone into doing what you want them to do
· Spontaneity: Being open and honest in interactions
· Neutrality: Showing lack on interest in the other person or that person’s ideas 
· Vs. empathy
· Superiority: Behaving as though you are better than others
· Equality: Behaving as though you are equal to others
· Certainty: Conveying the message “I am always right”
· Provisionalism: Acknowledging different points of view or different interpretations of events 
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