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Chapter 1: A Competency-Based Approach - Jan. 10, 2019

Key Terms
Information society
Information is anything that’s available to you while knowledge is anything that means something to you
People have to work on their ability to filter all of the information
Org excellence
Communication helps create ideal org culture 
Brings efficiency, productivity and fairness
Comms competency
Encoding and decoding ability
Knowing how to say what you want to say and understand what others are saying effectively 
Micro-level, macro-level, and exo-level communication differs within orgs
Relying on one source is not enough to be fully competent, always try to verify
Ability to say the right thing to the right person at the same time

Competency Components 
Knowledge
Ability to understand 
Done through reading, researching, asking questions, observing 
Sensitivity
Ability to accurately sense org feelings and events
How you behave and treat people, how you make decisions, how it all affects people 
To improve, be open minded, monitor others reactions to your behaviour, self-regulation and monitoring 
You must be able to reflect on your own actions to become more empathetic 
Makes sure you are other-oriented and considerate 
Skills
Applying knowledge through observation and practice 
Learning from mistakes and experiences of both yourself and others 
Try to test what you learn, any theory or model
Repetition brings expertise 
Values
Highest level of competency 
Ability to take responsibility for actions, even without being accountable to anyone 
Am I doing the right thing, do I have good intentions? 
Related to ethics
Putting own opinions and biases aside to be fair 

Basics of Human Communication
Human communication process
Not a linear or transactional process
A meaning-making process - we always communicate because we have a reason
We create and share understanding with people
Sources and receivers
Person who is talking and person who is listening 
Encoding and decoding 
Sender adds meaning to the message as they send it, receiver decodes that meaning
Message
Actual message being sent
Channel
The medium of which the message is sent
Noise
Anything that disrupts the message being sent
Can be physical or psychological
Field of experience
Your background
Shared field of experience makes communication easier
Communication context
Environment
Determines communication and actions depending on who you’re with, where you are, the nature of it, etc. 
Effect
What will happen as a result of your communication
Shared realities
Try to prepare communication based on what you know about/have in common with the receiver 
How people create understanding depends on the person
Keeping the frame of mind of the audience in mind when designing a communication
Organization
Structural image 
Type of org - open system, closed system, etc. 
Organizational communication
Looking into overall process through which orgs are created and in turn the org creates events and situations

Definitions of Org Comms
Org comms as process
How decisions are made 
Attend meetings, orientations
Looking into ongoing activities or traditions to understand process
Org comms as people
How people obtain and share information 
Trying to understand patterns of communication b/w people
Org comms as message
How messages are created and disseminated 
What kind of tech the org uses, depending on the size of the org 
Org comms as meaning
Communication is symbolic b/c people have their own way of interpreting and understanding what it happening
Interpretations differ from person to person bc of opinion and perception
Org comms as purpose
Communication involves purposeful activities 
Is it goal oriented?
Look into situations or events where you see what kind of goal-oriented communication is there 
Reduces uncertainty 

Few Images of Organizations *not tested on
The machine metaphor 
Viewing an org as a machine - each similar machine does the same thing
Each thing has a specific function, when the thing is not performing its function you replace it, etc.
These orgs are run more classically
The organic metaphor
Org has an open system 
Views orgs as a living system - they must have positive interdependency with the environment (employees, customers, product, etc.)
The ideal system an org can take 
Generally more open communication 
Acknowledges that they must depend on others and be open minded 
The brain metaphor
Reflection, criticism, creativity
A learning organizational culture where people believe in constantly reevaluating and reflecting on processes 
Tolerance for new ideas 
Orgs very open to learn and experiment 
Invest a lot in research and development 
Flexible and adaptable 
The culture metaphor
Collective mental programming
“Our way of doing things”
The org network, what founders want, what managers want, what employees expect
Could be good or bad
Cohesiveness is amazing but not super open to change 
People try to protect stats quo and how they do things which can backfire 
Clan culture
If member of org, open comms is welcomed but not from outsiders 
The political metaphor
Power struggle and conflict 
Ambiguity and uncertainty is high 
Communication is not effective
The psychic prison metaphor
Psychological trap
My way is the best way and only way
They becoming victims of their own success
Living in their own bubble 
Not even open comms between departments or teams
The flux and transformation metaphor
Learning and constant change
Breaking the frame of reference 
Drastic changes where you have to change ideology of people 
Transforming the way they present themselves 
The domination metaphor
Extension of political metaphor
Ideal bureaucracy
My way or the highway 
No collaboration or shared diagnosis 
Minority at the top decided everything 

Chapter 2: Theoretical Perspectives for Org Comms - Jan. 15, 2019

What is Functional Approach?
Looking at how comms moves through org hierarchy
Org comms system (pattern of interdependency)
Comms inputs (information received from environment), throughputs (feedback, how you use it), and outputs (when you change the info you receive)
Open and closed systems
Open: proactive; innovative strategy; constantly self-evaluating; external and internal feedback are both taken seriously; open communication through all directions
Closed: they believe they’re perfect the way they are and do not think they need to change anything; focus more on efficiency and cost-reduction; reactive strategy - not changing anything until prompted; vertical hierarchy; formal; maintaining the status quo
Message functions 
Organizing - how companies come up with rules, regulations, procedures, etc.; the amount of formalization
Relationship - how communication/messages help define roles and responsibilities; more team based or individual, etc.
Change functions - change is part of every org; change = something new to company while innovation = new to your industry; you have to be able to describe both the change and how it will be implemented; incremental or radical change?; 
Message structures - how information moves w/in org
Networks and channels - formal or informal?; depends on employee demographic; try finding the richest channel possible: face to face; recommended to use multiple channels
Direction (top-down, vertical, horizontal, etc), load (information overload, under-load, or sufficient), and distortion (noise; anything that contributes to ambiguity; leads to inconsistent understanding of what’s happening)
No focus on individual, simply the system

How to Create an Open System
Use all of these techniques proactively
Listen to customer complaints
New advertising and outreach methods
New and multiple approaches to solving issues
Pay attention to sale or quality problems
Leadership is able to effectively work with all departments to solve issues
Open system is more beneficial when including those who actually are doing the front-facing job
Show the ability to understand different perspectives 

What is Meaning-Centred Approach?
Communication as organizing and decision-making - process to examine options and determine which is the most promising
Communication as influence (we want to inform, educate, etc.), identity and identification (sense of belonging)
Communication as socialization (anticipatory, encounter, metamorphosis) - socialization is part of a person’s development 
Communications rules - what people think and feel about rules and regulations; thematic rules are general guidelines for all employees while tactical rules are related to specific problems
Structuration - how production and reproduction is done; org structure; functional or divisional or team-based or hybrid or networking, etc.; what structure you have will determine employee relationship development 
Communication as power, culture - how people use their power and how it’s communicated; possession of a controlling influence; sometimes people not holding a powerful position can be the most powerful in terms of influencing people based on respect; culture is the collective mental programming of people found by looking at behaviours and talking to people rather than looking for a written guide to culture
Communication climate - influenced by org power and culture

Emerging Perspectives
Postmodernism and org comms 
Deconstruction - rejecting any philosophy… unmasking the myths of any existing theories
Always questioning any theory or model
View what you’re working with from a different angle, using your situation now rather than depending on strategies from past
Critical theory and org comms
Hegemony - questioning the established structure 
Questions authority
Ideologists 
Looking into anything that may cause an unbalance 
Feminist theory and org comms
Looking into marginalization and domination of women in the workplace
Gender is socially constructed and women are forced to socialized and communicate in a certain way, yet they are criticized to acting that way 
Institution and org comms
Must consider society itself
Looking into broader background (economic, legal, etc.)
Global cultures and org comms
Collective mental programming
In different countries, people have different cultures and ways of thinking
Way of engaging employees differs - asking for employees ideas in Canada may be seen as a good thing from employees, but in other countries employees may think that it means leaders don’t know how to solve problems 
Technology and org comms 
Central system to connect people 
Reduces ambiguity 

Chapter 3: Comms Implications of Major Org Theories - Jan. 22, 2018

Scientific Management Perspective
Theory arose out of frustration with:
Poor apprenticeship programs
Flawed reward system
Characteristics:
One best way to do every job
Careful selection and proper fit of the worker
Monitoring and training
Time and motion

General and Industrial Management
First known attempt to describe brand principles of mgmt for the org and conduct of business
Proposed 14 principles, 5 activities of admin or mgmt 
Place responsibility for exercise of authority with mgmt
Emphasized a difference b/w authority as a result of job title vs personal authority or authority based on intelligence, moral worth, ability to lead and past service
Importance of credibility and leadership

Weber’s Theory of Bureaucracy
3 types of authority
Clerkly defined hierarchy of control
Division of labour
Centralization of decision making and power OR vertical coordination of authority
Explicit set of rules
Thorough training in a field of specialization
A job as one’s primary activity
Written documentation/file keeping 

Hawthorne Studies
Series of research investigations in the late 1920s and early 1930s that served as a springboard to the human relations movement
Included 4 phases:
Illumination Studies
Relay Assembly Test Room Studies
Interview Program
Bank Wiring Room Studies

Maslow’s Hierarchy of Needs
Physiological, safety, social, esteem, and self-actualization needs

McGregor’s Theory X and Y
Managers can have different kinds of assumptions about workers that will influence managerial behaviour 
Theory X assumptions:
People dislike work and will avoid work when possible
Workers are not ambitious and prefer direction
Workers avoid responsibility and are not concerned with org needs
Workers must be directed and threatened with punishment to achieve org productivity
Workers are not highly intelligent or capable of org creativity 
Orgs have difficulty using human resources 
Theory Y assumptions:
People view work as being as natural as play
Workers are ambitious and prefer self-direction
Workers seek responsibility and feel rewarded through their achievements 
Workers are self-motivated and require little direct supervision
Workers are creative and capable of org creativity
Orgs have difficulty in using human resources

Likert’s System IV
Exploitative Authoritative
Benevolent Authoritative
Consultative Organization
Participative Organization

Integrated Perspectives: Process and Environmental Approaches
Decision-making approach
Bounded theory
Socio-technical integration
Contingency theory
Cultural approaches
Systems theory 
Learning Orgs

The Learning Organization
Five disciplines:
Personal mastery
Building a shared vision
Mental models
Team learning 
Systems thinking

Cultural Approaches
Peter and Waterman’s themes for org excellence:
A bias for action
Close relations to the customer 
Autonomy and entrepreneurship
Productivity through people
Hands-on, value-driven 
Stick to the knitting
Simple forms, lean staff
Simultaneous loose-tight properties
The Fragmented Perspective:
Org cultures are complicated
Org cultures are emergent
Org cultures re not unitary 
Org cultures are often ambiguous
Schiens Model of Culture - The Onion Model:
“Culture is a pattern of shared basic assumptions that the group learned as it solved its problems of external adaptation and internal integration, that has worked well enough to be considered valid, and therefore, to be taught to new members as the correct way to perceive, think and feel in relation to those problems”

Chapter 4: Values and Ethical Comms Behaviours - Jan. 22, 2019

Values in Relation to Work
Values - Concept that refers to the relative worth of a quality or object; are subjective and can be long-lasting; orgs do not have values, individuals do
Individual and org values
Value orientations, value congruence
Related to source of what we value… where do we learn values?
Society, family, educational institutions, friends, community groups, other community interactions, etc.
Terminal values
Acknowledging that terminal values are instinct
Desired goals, what you want to achieve 
Instrumental values
How to achieve the goals you have; the consistent things that you do to reach your goals  
Work values that affect behaviour
Locus of control
Self-esteem
Tolerance of ambiguity
Social judgement
Risk taking

Ethics and the Source of Ethics
Ethics: moral principles that guide judgements about good and bad, right and wrong, not just effectiveness or efficiency
Ethics are learned through a variety of channels:
Reflections of social values reinforce cultural beliefs of right and wrong that were first addressed through the following channels:
Family groups
Educational institutions
Religious beliefs

Ethics in Relation to Work
Philosophical approaches are:
Utilitarian Philosophy
Evaluating the effects of what you do before making a choice
Thinking about consequences 
Doing things that benefit the majority 
It’s ethical bc you’re thinking of others and not yourself
Deontological Philosophy
Always telling the truth no matter the consequences 
Following standards and handling consequences later on 
Theory or Rights
People should know that they have both rights and responsibilities in order for them to do the right thing
Technical, legal way of doing the right thing
Conventional
Theory of Justice
Fair rules
Fairness is not equality, but it equity
Established standard rules that are equity-based and transparent, and apply to everyone 
Three guiding principles: Be equitable (outcomes); Be fair (process); Be impartial 
Cultural Relativism
No single right way because all indivs and cultures are different and no culture is any better or any worse than another
What is unethical and even illegal in some cultures is accepted and indeed expected ways of behaving = must look at the circumstances
Evaluating ethical comms behaviour
Habit of search
Habit of justice
Habit of public vs private motivation
Habit of respect for dissent 
Whistle-blowing 

What is a Code of Ethics and How Can it Help?
Formal statement of an org’s primary values and the ethical rules it expects employees to follow 
Designed to perform one or more of the following functions:
Increase public confidence
Decrease gov regulation
Improve internal operations by providing consistent standards of both ethical and legal conduct
Assist managers in responding to issues arising from unethical or illegal behaviour

Resolving Ethical Dilemmas
Universalistic approach
Particularist approach
Compromise approach 
Reconciliatory approach 


Chapter 5: Individuals in Organizations - Jan. 29, 2019

Primary Comms Experiences of Indivs in Orgs as it Relates to Org Outcomes[image: ]
The Five-Factor Model of Personality 
Five basic but general dimensions that describe personality:
Extraversion - to what extent people are sociable and talkative; comfortable sharing feelings and emotional; direct in communications; opposite is introversion but neither one is better than the other
Emotional stability - neuroticism; ability to understand and manage emotions of their own and others; feeling for people, not feeling with them 
Agreeableness - how tolerant and cooperative you are; good listeners, other oriented; very reasonable, realistic and practical; understanding
Conscientiousness - to what extent people are responsible and dependable; calm and confident
Openness to experience - imaginative, original, not dull; don’t mind changing the status quo

Few Other Key Facets of Personality 
Positive and negative affectivity - optimists vs pessimists 
Proactive personality - ahead of the game, not reactive, looking for ways to improve and develop themselves; always looking for improvements even when there are no problems 
General self-efficacy - positive self-image; how you see and think about yourself; are more proactive; knowing their strengths and weaknesses 
Locus of control - do people take ownership of their problems or put them on others; try to see if they can take responsibility for their actions;
Self-monitoring - trying to adjust yourself based on how people react to you; caring what people think about you; willing to change and adapt the way they behave based on social interactions 
Competitiveness - competing with yourself; if employees are realistic and ambitious; setting goals for yourself 
Type A vs B; focused structured and organized vs relaxed and spontaneous, going with the flow 
Need for achievement, power, and/or affiliation - influences you to do what you wouldn’t do otherwise; affects how you behave 
Cultural influences
Jungian Preferences:
Extroversion vs introversion - how to interact; personal source of energy for individuals; 
Sensing vs intuiting - looking for concrete facts to guide how information is collected vs holistic, theoretical approaches; concrete vs abstract 
Thinking vs feeling - how we process info; thinking with head vs thinking with heart; more detached and critical vs more involved and empathetic; more rational vs more engaged 
Judging vs perceiving - how we structure/communicate; direct, structured, plain and linear vs spontaneous and flexible, more open-ended

Indivs in the Orgs
The proactive employee
Believe in constant development and improvement 
What effects our comms competencies

Key Terms *Important for exam
Interpersonal Experiences - who you are as a person affects who you are as an employee; more psychological
Motivation
Hierarchy of needs
Motivation-Hygiene theory - Herzberg theory; hygiene factors are external, motivation is internal; when people are motivated they feel like they can focus on their task, better ability to deal with challenges 
Rewards and consequences (Skinner) 
Social information processing theory
When you see something happen, you learn from it 
Comms apprehension
A person’s ability; trusting your ability to communicate; no anxiety to del with any emerging comms task 
Leadership and conflict management preferences 

Interpersonal Experiences - between people, external environment
Comms networks
Depends on org structure 
Work force diversity
Anything that makes us different 
More diversity means more complications
More difficult to predict people’s behaviours
Increasing interpersonal effectiveness
Valuing diversity
Active listening
Descriptive messages/message ownership 
Listening for the sake of understanding rather than responding 

Predispositions for Org Comms Behaviours
Personally held preferences for particular types of comms situations or behaviours
A result of interpersonal needs (motivation), personal self-concept, past experiences, current info, and self-perception of comms competency

How Social Info Influences Attitudes
Overt, evaluative statements of coworkers directly shape individual worker attitudes
Frequent talk among coworkers about certain dimensions of the job and work environment focuses attention on what is considered to be important or salient in the work setting
Info form coworkers, or social info, helps and indiv worker interpret and assign meaning to enviro cues and events in the workplace 

Barriers and Positive Approaches to Diversity
Inaccurate perceptions and beliefs
Personalize knowledge and perceptions to deal
Stereotypes and prejudices
Tolerate ambiguity, develop mindfulness, and avoid negative judgement 
Stylistic differences in personal comms
Show respect, develop flexibility, adapt

Chapter 6: Groups in Organizations

Nature of the Group
A group is a unit of several people that increasingly form a team with a spirit of cooperation, positive interdependence, and commonly understood procedures. All members inline each other through social interactions
An aggregat is a collection of indivs who are present at the same time and place but do not form a unit or have a common degree of similarity

Key Terms
Small group experiences are a part of org life
Primary work teams
Long-standing teams
Project teams
Prefab groups
Self-Self-Managing teams
Directional groups
Quality teams
Task force groups 
Steering committees
Focus groups
Geographically diverse groups
Social support groups
Team based org
Workplace democracy

Group Theories
Recurring phase theories specify the issues that dominate group interaction that recur again and again 
Sequential stage theories specify the typical order of the phases of group development
Tuckman’s 5 stages
Forming - getting acquainted and comfortable with group members 
Storming - competing for status and influence
Norming - defining roles and expressing opinions 
Performing - working effectively and harmoniously
Adjourning

Key Terms
Group norms
Group comms roles
Task roles
Maintenance roles
Self-centred roles

Creating Effective Groups
Establish clear, operational, relevant group goals
Establish effective 2-way comms
Distribute leadership, power and participation equally
Situational decision-making procedures
Engage in controversy
Face and resolve conflicts in constructive ways
Encourage positive participation behaviours

Group Task Roles
Initiator/Contributor - Proposes ideas; provides direction; gets the group started
Information Seeker - Asks for relevant info; requests explanations; points out info gaps
Info Giver - Researches, organizes, and presents relevant info
Opinion Seeker - Asks for opinions; tests for agreement and disagreement
Opinion Giver - States personal beliefs; shares feelings; offers analysis and arguments
Clarifier/Summarizer - Explains ideas and their consequences; reduces confusion; summarizes
Evaluator/Critic - Assess the value of ideas and arguments; diagnoses problems
Energizer - Motivates members; creates enthusiasm and a sense of urgency
Procedural Technician - Helps prepare meetings; makes room arrangements; provides materials and equipment 
Recorder/Secretary - Keeps accurate written records of group recommendations and decisions 

Group Maintenance Roles
Encourager/Supporter - Praises and encourages group members; listen empathically
Harmonizer - Helps resolve conflicts; mediates differences; encourages teamwork and group harmony 
Compromiser - Offers suggestions that minimize differences; helps the group reach consensus 
Tension Releaser - Uses friendly humour to alleviate tensions, tempers, and stress 
Gatekeeper - Monitors and regulate the flow of comms; encourages productive participation
Standard Monitor - Reminds group of norms and rules; tests ideas against group-established standards 
Observer/Interpreter - Monitors and interprets feelings and nonverbal comms; paraphrases member comments
Follower - Supports the group and its members; willingly accepts others’ ideas and assignments

Chapter 7: Leadership and Management Comms

Difference b/w Management and Leadership
Management
Order and consistency
Rationalization
Planning
Budgeting
Organizing
Controlling
Problem solving
Leadership
Change and movement
Vision building
Influencing
Coaching/leading
Communicating
Motivating/inspiring
Delegating/Supporting 

History of Leadership Theory
The Trait Era: late 1800s to mid 1940s
Believes that people are born with certain traits and cannot learn them
Behavioural Era: mid 1940s to early 1970s
Believes that people can learn trained behaviours; potential to turn anyone into a leader
Contingency Era: early 1960s to present
One size does not fit all - have to look at a combo of both traits and ability to learn
Rational planning models
Emergent influences

Leadership Styles 
Authoritarian (autocratic) - one side imposing their will; leaders make most decisions without input from subordinates 
Participative (democratic) - asking people’s opinions and ideas and considering them, but ultimately making a strategic decision which may or may not include employee ideas; compassion for others, but very good at keeping balance b/w task accomplishment and employee involvement 
Delegate (laissez-faire) - same as participative, but more empowering and will allow employees to do it, very hands off; leader will ask they opinion and then let them do it; only works if employees are properly motivated and trusted
Machiavellian (unethical) - leader believes that they are superior; more arrogant; will do anything to get the results that they want without showing concern for anyone or anything but accomplishment 
Charismatic (inspirational) - charming, persuasive; allows you to emotionally connect with employees 
Transactional (result-oriented) - give and take; action oriented, pragmatic; no surprises… people need to know exactly what you’re asking, what the consequences may be, etc.; very open comms; the dos and don’ts are very well known; singling theory 
Transformational (vision-builders) - leaders understand employees and identify their strengths and capabilities and see their potential to motivate them, encouraging employees to better themselves; super-leadership; every employee is capable of doing something special 
Developmental (constructive) - holistic umbrella term; constantly thinking about how to improve the org and further develop it; always looking for areas of weakness and have an optimistic outlook 
Strategic (future-oriented) - proactive; thinking about current problems and how solutions will have an effect on the future; long-term focus
Global (empathetic) - has the ability to manage their role in a cross cultural environment; acknowledges that what is standard here, may not be standard somewhere else around the world 

Blake and Mouton’s Managerial Grid 
Impoverished - low concern for both people and production; 1:1
Country Club - high concern for people, low concern for production; 1:9
Middle of the Road - balances concern for people and production w/o going to far in either direction; 5:5
Authority Compliance - low concern for people, high concern for production; 9:1
Team Management - high concern for both people and production; 9:9
Blake & Mouton suggests that Team Management is the ideal 
Situational approaches
Hersey and Blanchard’s theory
Interaction analysis theory
Fiedler’s situational theory
Transformational approaches
Empowerment
Dispersed Leadership
Super leadership - leading others to lead themselves

Power Bases
Legitimate power - comes from the law; based on title 
Reward power - people have control over resources (over raises, promotions, etc.)
Coercive power - someone uses legitimate power to enforce consequences 
Referent power - connected with people, people like you so they listen to you
Expert/info power - you’ve been around for a while and are now considered an authority figure bc of your seniority and expertise OR good at gathering info and always have the answers 

Leadership Attributes in Brief
Set directions
Demonstrate personal character
Mobilize indiv commitment
Build org capability 

10 Unnatural Traits of a Leader
Refuse to be a prisoner of experience
Expose your vulnerabilities
Acknowledge your shadow side
Develop a right vs right decision making mentality 
Create teams that create discomfort 
Trust others before they earn it 
Coach and teach rather than lead and inspire 
Connect instead of create
Give up some control
Challenge the conventional wisdom
Chapter 8: Participating in Orgs - Developing Critical Org Comms Competencies 

Influences on decision-making and problem solving
Org culture
Nature of the problem
Competencies and skills
Processual issues
Selected technique/methods

Decision Making Methods
Individual made decisions
Leader made decisions
Majority rule decisions
Powerful minority decisions
Consensus 

Problem Solving Processes
Standard agenda
Brainstorming
Delphi technique
Nominal group process
Experientially-based processes

Increasing Decision Making and Problem Solving Effectiveness
Interaction process skills
Fact-finding and evaluation skills
Info criteria and info flow

Group Decision Making
Factors enhancing group decision making
Positive social interdependence 
Positive and promotive interaction
Individual accountability
Social skills 
Distributed power and participative leadership

Factors Hindering Group Decision Making
Relying too much on expert info
Social loafing/free riding/sucker effect
Defensive avoidance and group think
Conflicting goals/lac of indiv incentives 
Lack of sufficient heterogeneity
Lack of group maturity/relevant skills
Inappropriate group size
Premature closure 
Overestimating/underestimating the value of info received
Prolonged deliberation about chosen decision

Interviews and Presentations in Orgs
Informational interview
Employment interview 
Performance-appraisal interview
Complaint interview
Counselling interview 
Exit interview
Presentational interview
Media interview 
Training/educational presentations
Informational and persuasive presentations

Comm Tech in Orgs
Media Richness Model
Amount/availability of instant feedback
Number of cues
Variety of languages used/use of natural language 
Potential for expressing emotions and feelings 
Dual Capacity Model
Medium’s Data-Carrying capacity
Medium’s Symbol-Carrying capacity
Chapter 9: Org Conflict: Communicating for Effectiveness

Key Terms
Conflict
Conflict context
Modes of conflict
Pseudo (not a real conflict)
Simple (
Ego (not real conflicts, but our egos get involved and think what we want is the best way… more about people themselves)
Types of Conflict
Task conflict (related to the nature of the problem; understanding of task itself is inconsistent)
Procedural conflict (related to actual process; disagreements about how work should be done)
Interpersonal conflict (tensions of relationships between people)
Levels of Conflict
Interpersonal, interdepartmental, intergroup, etc.; could be any level
Conflict resolution
Process of understanding and managing a conflict
Management (learning skills) vs resolving (learning specific techniques)

Phases of Organizational Conflict
Latent conflict 
Acknowledging prior conditions
Source of conflict are everywhere
Think of possible triggers
Perceived conflict
People perceive incompatibility
One party may feel the conflict, but other parties may not be aware of it 
Felt conflict
Both parties know that there is a conflict and it is personally affecting them 
First stage of resolution
Manifest conflict
Communication between parties
Coming up with plan to resolve conflict 
Active listening, managing emotions, etc.
Conflict aftermath
Follow up phase 
Generally ignored 
Could be done by third party or resolved by themselves 

Causes of Organizational Conflict 
Personality, differences disagreements, and unrealistic expectations
Stereotypes, prejudices
Perpetual biases, self-fulfilling prophecies 
Intergroup biases and group norms 
Dependency or scarcity of resources
Power imbalances 
Ambiguous goals, jurisdictions, or performance criteria
Lack of support
Triggering events

Conflict Dynamics 
Focus on winning 
Distorted info
Group cohesiveness increases
Negative stereotypes of the outsiders 
Emergent leadership

Strategies for Managing Conflicts of Interest
Focusing - the shark image
Withdrawal - the turtle image
Smoothing - the teddy bear image
Compromising - the fox image
Problem-solving - the owl image

Managing Conflict through Negotiation
Distributive Negotiation Tactics
Threats and promises 
Persuasion and debate
Integrative Negotiation Tactics 
Information Exchange 
Framing differences as opportunities
Cutting costs and increasing resources
Introducing superordinate goals 
Third Party Involvement 
Mediation
Arbitration

Special Types of Org Conflicts 
Sexual Harassment 
Discrimination
Whistleblowing

Productively Engaging in Conflict
Supportive climates 
Evaluative vs problem description
Control vs problem-orientation 
Strategy vs spontaneity
Neutrality vs empathy
Superiority vs equality
Certainty vs provisionalism
Ethical behaviours
Principled negotiations


Chapter 11: Org Change and Comms

Org Change
Types/forms of change
Planned vs unplanned
Radical vs incremental 
Three important points about org change
Structural interrelationship
Involves technical/structural and people factors 
Requires learning
Issues in the change process
Diagnosis 
Resistance
Evaluation and institutionalization

Forces for Change
World politics
Workforce
Tech
Economic shocks
Competition
Social trends

Barriers to Change 
Org silence
Knowledge/information deficits
Risk perception
Uncertainty 
Resistance
Org trust
Structural change 

Why People Resist Change
Fear of the unknown
Lack of good info
Unclear goals and unrealistic expectations
Lack of resources, training, management support
Lack of ownership
Inconsistent actions by the top managers
Fear for loss of power 
Bad timing, poor interpersonal relationships 

Common Change Strategies Used in Orgs
Force-coercion strategy
Rational persuasion strategy
Second option
Shared power strategy
The ideal strategy

Leadership of Development and Change
Org development
Human resource development 
Purchase model - off the shelf plan, finding an external expert company to come up with a plan and to solve problem 
Doctor-patient model - experts are available and there will be a dialogue and experts will make an assessment and prescribe a solution… internal people may be involved 
Process model
Comms strategy
Comms plan

Cyclical Nature of Change Process
Data collection
Data evaluation
Establish comm plan and strategy 
Planning and implementing evaluation for solutions
Evaluating results 

Chapter 12: Applications of Org Comms

Career Choices in Org Comms
Internal Comms careers 
External comms careers
Sales careers 
Human services careers 
Careers in education
Research and info management careers
Management
Eternal Consultant 
Professional and combo options
Protean careers
Bourdaryless careers
Team based careers 

Communication is…
The ability to share ideas and feelings
A two-way process in which the communicators try to achieve a shard meaning
The process that occurs b/w indivs, via behaviour (verbal or nonverbal) that is perceived by another

Verbal vs Nonverbal Comms
Verbal
Based on cultural agreed upon set of symbols
Usually deliberate 
Learned later in life
Come in an orderly sequential way 
Has a definite ending point 
Non Verbal
Based on culturally agreed upon set of symbols
Often governed biologically/involuntarily 
Learned earlier in life
Do not come in an orderly sequential way, but simultaneously from multiple channels 
Continuous process, never ending 

Obstacles to Intercultural Comms
Pragmatic - language
Value-driven - cultural values; materialism; religion
Perceptual - ethnocentrism; stereotyping; prejudices; perception; misinterpretation; misevaluation

Intercultural Comms Competence 
An effective communicator:
Sees people first and representatives of culture second
Knows people are basically good
Knows the value of other cultures as well as that of his own 
Has control over reactions
Speaks with candour
Has inner security and is comfortable being different from people

Theories on Development of Intercultural Comms Competencies 
Psychological Theories
General Systems Theory
Uncertainty Reduction Theory
Sociological Theories
Convergence Theory
Comms creates a network of relations among people that makes up the structure of society 
If comms in a society is unrestricted, then convergence among members in terms of beliefs will be evident 
Interpersonal Theory
Increased closeness (intimacy) = interest in openness, authenticity, honesty, trust, empathy
Improved performance = interest in comms and relational competence 

Basic Rules for Negotiation
Don’t think of it as a game
Be prepared
Know yourself and your counterpart
Always look for common ground and common goals - explore options
Follow basic comms rules
Maintain emotional stability, personal integrity, and trust 
Know when to walk away (in response to dirty tricks) 
Negotiate with someone who has the authority to commit
Focus on long-term issues 
Set limits for bargaining flexibility

Common Mistakes in Negotiation
Making assumptions
Overestimating or underestimating 
Too optimistic or pessimistic goals without factual data 
Letting counterparts know your time deadline
Accepting the very first offer
Focusing on what the other party gets
Not saying no in an acceptable manner 

Characteristics of Strategic Negotiation 
Preparation
Relationship building
Self awareness 
Knowledge 
Assertiveness 
Good listening
Empathetic and honesty
Top-notch interpersonal skills
Emotional intelligence
Unlimited patience

Exam Review
According to Weber, ideal authority is based on:
The specific characteristics of the person exerting authority
Customs of a group society
Rules, regulations, and procedures that make authority rational-legal 
None of the above 
The org theory which is basically concerned with problems of relationships, of structure, and of interdependence  with the larger environment is:
Contingency theory
Systems theory
Participative management 
Cultural approaches
The concept of terminal values includes which of these?
A comfortable life, self-respect 
Ambitious, courageous
Theoretical and economic
Locus of control
Social judgement
Which of the following needs has been identified by Maslow as the belief that one has satisfied their full potential and is engaged in activities for which they’re uniquely suited?
Self actualization
Esteem and prestige
Love and social belonging 
Sense of security 
Physiological 
Which of the following org relationships can be described ads the primary interpersonal relationship structures by org?
Top management
Supervisory-Employee 
Peer relationships
Group relationships
Comms competency:
As perceived by an indiv about themselves can influence the types of responsibilities they will accept in org
Is Related to comms apprehension
May be described as summation of preferences and predispositions for org comms behaviour
Both a and b
All of the above
In a coms network, when people interacting are equally exchanging info we describe their link as _____
Symmetrical
Asymmetrical
Strength
Reciprocity
Network members who link or connect groups with common info w/o being a member of either group are known as:
Liaisons
Gatekeepers
Isolates 
Participants
Nonparticipants
What task force group ________, steering committees _________.
Implement; recommend
Recommend; analyze
Initiate; recommend
Recommend; implement
Which is not a positive behaviour in a group?
Observing the participation process of a group
Actively participating in the group
Keeping quiet if you disagree with others
Being prepared and informed
All are positive behaviours
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