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· Emphasise on vocabulary 
· What is Communication?
· The process of simultaneously giving and receiving information, verbal or nonverbal
· Models help us to understand Communication
· Common vocab/jargon that allow us to talk about a topic
· Explain process, how and why we communicate
· Visually depict relationships in the different parts of the communication act  m
· Pinpoint reasons for communication breakdowns
· Aristotle’s Model of Communication
· Speaker      Speech      Audience
· Simple communication model 
· Sender transferring a message containing information to a receiver 
· One way and linear 
· Focused on act of persuasion 
· [bookmark: _GoBack]Based on knowledge of audience demographics such as age and status
· Ethos - appeals based on source credibility of speaker
· “Trust me I’m a doctor”
· Perceived safety, 
· Trustworthiness
· Family values, showing your family-
· expertise 
· honorary degrees, showing at academic events 
· statistics 
· sociability
· how others perceive you
· seen with different ethnicities, age
· composure
· keeping it together
· but don’t want to be seen as too smooth, or perfect
· okay to make a small mistake here and there
· Ppl will forgive you for small mistakes
· dynamism
· how active you are
· by talking about change
· status
· place in society
· having the country flag, standing with other world leaders, meeting with religious leaders (pope)
· Logos – appeals based on logic
· Debate club
· Use of evidence (examples, statistics) to support point of view
· Use of argumentation and reasoning to support point of view
· General to specific, cause-effect, sign or analogical 
· Pathos – appeals based on emotions
· Communication make emotional appeals based on fear compassion, rpide, guilt, generosity, patriotism, loyalty, or other
· Emotions such as those listed above stimulate physical changes in the body
· To be ethical, the message should not stimulate responses based only on emotions
· personal stories are okay but propaganda that stirs fear isn’t
· Lasswell’s Effects Model(1948)
· Who (said) 	   What 	          In What Channel            To Whom         With What effect
· Added concepts of channels and effects
· Often applied in political concepts 
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· Shannon-Weaver Mathematical Model (1949)
· Extended Aristotelian model 
· Concepts of noise and feedback, which can be physiological(body aches) or psychological(stress, fear, panic attacks, arguments, small accidents), Internal(headaches, body aches) and external(something in the environment)
· Schramm Model(1965)
· Communicate with each other to the extent that we have shared “fields of experience” 
· Profs fav model(exam)
· Venn diagram 
· Dance Model(1967)
·  Never-ending process, no fixed beginning or ending 
· Revisiting the past
· Dynamic, ongoing, unrepeatable, additive, and cumulative in effects
· Barnlund’s Transactional Model(1970)
· The idea that we are never not communicating
· Communication can be intentional and unintentional , verbal and nonverbal 
· Communicating through posture, eye contact, 
· micro expressions: fleeting expressions that are there for a second and then are gone, in a situation were you are trying to hide your feelings 
· shared field of experiences
· Fergusons’s Critical Communication Model(2006)
· Prof’s Model(Exam)
· Bases for Judging Costs
· Motives of the communicator (intent)
· Means employed (legitimacy of strategies and power bases)
· Ethical quality of the outcomes 
· What can we learn from these Models?
· Communications:
· can be intentional or unintentional
· micro expressions, stuttering-nervousness, opening/closing distance between another 
· has a relational, as well as a content, dimension
· ex. couples have shared codes that others wouldn’t know 
· hierarchy 
· benefits from shared fields of experience
· is irreversible and unrepeatable
· we can apologize but we cannot take back our words and actions 
· even if we cannot remember the words we can remember the feeling it gave us 
· is a dynamic, ongoing process
· sending and receiving occurs simultaneously, with both verbal and non verbal elements 
· environment affects communication
· Noise affects communication
· Channels matter 
· Breaking up over text can be traumatic, ghosting 
· Has a cultural component
· Ex. Touching varies from culture to culture
· Has a power dimension, including 
· reward
· legitimate (CEO, Political leaders)
· expert or info (secretaries holding info from their boss)
· coercive (ex. threatening to fire someone), 
· or referent (because we like them, ex. athletes, stars)
· Has an ethical dimension
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· We are often not as clear as we think were are 
· We assume that meaning in a word, but a word is heavy and are just symbols 
· what contributed to the breakdown?
· Speed affects our ability to comprehend
· Personality affects our ability to comprehend and communicate
· Linguistic differences affect out ability to understand
· The use of unfamiliar jargon reduces understanding 
· Expectancy affects comprehension
· Redundant information creates noise in the communication experience 
· When meaning is painful to us, we switch off ot distort
· Ambiguous or non-specific information makes understanding more difficult
· Tips for communicating more successfully
· Flexible in communicating and interpreting communication
· Be succinct and clear and listen for unspoken messages
· Wait until someone finishes speaking before responding
· Be specific and use concrete language 
· Use language that is accessible, avoid unfamiliar jargon
· Develop a large repertoire of communication skills, which can help you to communicate with people from different backgrounds
· Stick to more formal language patterns when communicating in a second language
· Be aware of the meaning of nonverbal signals 
· Ask questions and give feedback
· Find alternative ways of explaining a point and use repetition
· Use analogies and comparisons to convey meanings
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· Self- Concept – stable and organized collection of thoughts and feelings about the self
· Lead to attitudes and drive behaviour
· Begins to form at 6 or 7 months of ages, when children see themselves as separate ad different from others
· Self Esteem – how we perceive our overall sense of worth of value
· Self Efficacy – perceived ability to accomplish something or to make a difference
· Four Faces of Self-Concept
· Self-image – how we see ourselves
· Influenced by others 
· Inner Voice is important for
· Developing storylines to guide us through life, 
· complete with characters, plots, settings and action 
· Getting ideas from first-hand and second-hand experiences and memories
· Understanding that life scripts can be positive or negative in their unfolding 
· We revise our life script at certain times (revision of life script)
· Can happen after major milestones or life events 
· We become flexible in situations(marriage, divorce)
· Validating our Life Scripts
· Comparing ourselves  to others 
· Look upward or downward for role models
· Experience assimilation effects
· Greater self-esteem and self-efficacy 
· Feel able to achieve ideal
· Experience Contrast effects
· Lower self-esteem and self – efficacy 
· Feel Unable to achieve ideal
· Reference Groups: demographics and psychographic groups with which we compare ourselves  (Watch Youtube Video)
· May or may not hold membership in the groups
· Membership can be formal/informal 
· May belong, may only aspire, we avoid/reject
· Help us identify social norms, 
· A group from past or future, even thou you don’t belong in the groups
· Belong in multiple groups 
· Formal :Shared interests and goals, specific goals, structure, roles
· Informal: family 
· Membership RG:
· Disclaimant RG: 
· Aspiration RG: 
· Avoidant RG:

· Looking glass self – how we think others see us
· Significant others, whose opinions matter to us
· Parents, friends, peers, teachers, coaches, caregivers, managers
· Self fulfilling prophecy refers to way by which expectations of others can influence expectations of self
· We live up or down to these expectations
· Teachers (YouTube video) 
· Climate, input, response opportunity, and feedback 
· Managers – YouTube slide 26 watch 
· 
· Ideal Self – how we would like to be
· The role of the media 
· Real Self – how we actually are
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· Turn to media for role models 
· These comparisons are often unfavorable for the average person, the idea of flawless, ageless beauty 
· The myth of perfections says that it is both possible and desirable to achieve perfection 
· Changes in the media but not in messages sent to consumers
· To be physically attractive, you must be thin, thin is beautiful
· To be physically attractive, you must be young, young is beautiful 
· How doe the Media convey these messages?
· Women who populate television, films, magazines, social media, and music videos typically reflect this obsession with thinness
· Directors and casting agents tell women to lose weight
· Journalists and commentators praise celebrities who are thin and poke fun at those who do not reflect the “look”
· Beauty contestants have become taller and thinner at the same time that their bust and hip sizes have decreased 
· What is the Impact of Media Images on Perceptions of Self?
1. We tend to underestimate the weight of the media personalities and overestimate our own weight
2. These unfavorable comparisons lead to body image disturbance or dissatisfaction 
3. Body image disturbance leads to lower self-esteem and sometimes obsessive dieting and eating disorders 
· Who is at risk?
· who are already dissatisfied with their bodies
· Who already have eating disorders
· Pregnant women 
· Influenced by peer pressures (e.g. young females and teenagers, growing number of young males)
· Some middle-aged and older women
· Social Media poses New threats
· Impression of “normality”
· Illusions that images are not professional, altered, or photoshopped on Instagram/Tumblr
· Seeing celebrities and wanting their life
· Instagram as the greatest mental health risk
· Focus on images and appearances 
· Popular with younger youth, who are in formative stages and who place great emphasis on peer opinions
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(Perception of Others)
· We allow our moods and states of health to influence our perception of others 
· Stereotype; force fit people into categories 
· Tied to nationality, ethnicity, age, gender, sexual orientation, and health 
· Based largely on accessible visual and vocal cues
· Not usually applied to friends and people we know well
· Helps us to know how to interact with unfamiliar situations with strangers
· Encourages discrimination
· Leads to poor outcomes 
· Basis Did you Predict Attitudes?
· Physical qualities 
· age, gender
· Occupation
· Student, Part-time employee
· Personality 
· Visible indications of nervousness or seriousness or how they interact with others
· e.g. laughter or joking, speech patterns
· Country of Origin
· e.g. first or second language, manner of dress  
· How can we combat stereotyping?
· Taking the other person’s point of view
· Perspective taking
· Focusing on similarities instead of differences
· Counter-stereotyping
· Making contact with out-groups
· Encouraging friends to avoid stereotyping
· Becoming “active perceivers”
· Perception Checking to minimize misunderstandings 
· 3 steps:
1. Describe the behaviour you noticed
2. Give two possible interpretations for the behaviour
3. Request clarification on how to interpret the behaviour
· Perception checking works best in low context cultures, where people are explicit in their verbal patterns
· CPA model to improve interactions with Older people
· Old age cues trigger negative expectations
· Negative expectations lead younger people to modify speech (elderspeak)
· Patronizing speech and other behaviours lead to lower self-stereotyping, lower self-esteem, and more dependent behaviours in older people.
· Sensitivity and communications training can improve these situations
(Understanding, Navigating, and Managing Our Identities)
· Who are you?
· Your public or presenting self, which includes characteristics that allow others to recognize you:
· Physical
· Social
· Academic 
· Emotional 
· Multiple identities related to roles (student, daughter/son, sports player, friend, employee)
· Social or familial relationships(daughter/son. Sister)
· Cultural or linguistic affiliations(Canadian, tamil)
· Occupation(Student, job)
· Natural Abilities (artist, writer, athlete)
· Physical qualities (height, weight, build)
· Intellectual attributes (intelligent, slow)
· Attitudinal or behavioural attributes(hard-working, independent, caring)
· Belief Systems(Religious, political, vegetarian, pacifist)
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· Our multiple identities have collective dimension, we share parts of our identities with groups:
· Gender identities
· Ethnic and racial identities 
· Religious identities 
· Linguistic and cultural identities
· Regional and national identities 
· Multinational Studies by Geert Hofstede 
· 116,000 corporation employee, 40 countries, 6 years, 1980, 2001
· Found that original study employees varied on of our cultural dimensions
1. Power Distance: extent to which we believe those in power should look and act powerful
a. Theres nothing wrong with differences, norms are different depending on culture 
2. Uncertainty Avoidance: how much we accept and need rules, bureaucracy, clear delineation of responsibilities 
3. Individualism/Collectivism: extent to which we see individuals as primary resource for decision making and problem solving 
4. Achievement/Nurturance: extent to which we value stereotypically masculine traits vs. stereotypically feminine traits 
· Experimenting with Identities
· Physical Identity: May colour our hair or change our style of dress
· Social Identity: May assume a new name on twitter
· Academic Identity: May enter a new field of studies 
· Emotional Identity: May practise being more controlled and less emotional
· May create alternative identities on social media platforms
· Online Identities
· Reflect our ideal selves; who we would like to be
· Reflect our historical selves; the person we once were buy may no longer be
· Risk of losing trust and credibility when others discover exaggerations or misrepresentation
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· To understand the listening process
· To understand the importance of effective listening in personal, academic, business, and professional contexts
· To recognize barriers to effective listening
· To improve your own listening behaviour
· The nature of listening
· Hearing and listening not the same
· Steps in the process of listening 
· Selecting => understanding => remembering => responding 
· Examples: 
· Cocktail party(selecting)
· Context, inference, and cognitive complexity(understanding) 
· Take more factors into account 
· Value of doodling (remembering)
· Role of verbal and nonverbal (Responding) 
· Why listening matters
· Listening affects the development and maintenance of personal relationships
· In educational context, students benefit from good listening
· Supportive listening builds trust among health care providers, patients, and clients  
· Front line workers like waitresses benefit financially from good listening skills
· Affects productivity in the workplace and profits in the marketplace
· Barriers to Effective Listening 
· Information overload and multi-tasking
· Difference between thought rate and speech rate
· Listening from your own perspective 
· Taking away from the other person’s perspective (evaluating, shifting the focus, advising, and interpreting)
· Interruption is a major barrier to achieving understanding 
· Sometimes we listen defensively 
· Too often we listen selectively, hearing what we expect to hear 
· When discussing controversial topics, we may prepare counter arguments while listening to the person
· Sometimes we listen for information that we can use against the person at a later time
· Deliberative Listening: analytical, evaluative 
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· Social Functions of Language 
· Languages allows us to construct and name our world
· Until we have a label(name) for something, we cannot talk about it or address it’
· Naming and Identity
· Can influence how we see ourselves and how others see us
· People associate many characteristics, such as athleticism, masculinity/femininity, intelligence, creativity, and popularity with names
· Language brings us together or separates us
· Convergence: refers to language practices that unite us
· E.g. Restricted codes (language and gestures that only insiders understand 
· Divergence: refers to language practices that emphasize differences:
· Teenage slang 
· Language conveys credibility on the user
· More powerful language and more instrumental and report talk used by men
· More powerless and deferential language and more rapport-building talk used by women 
· Barriers to effective verbal communication
· Bafflegab
· Refers to language that is wordy, often overly ornate, and generally incomprehensible 
· Avoid wordiness and unnecessarily big words 
· Professional jargon sometimes – but not always – falls into the category of bafflegab
· All professionals and workers use jargon
· Within organizations and professions, jargon allows members to communicate more effectively and quickly in shorthand
· When used to communicate with external publics, jargon confuses and alienates and becomes bafflegab
· Quid pro quo
· Equivocality
· Refers to the possibility for words to have more than one meaning 
· Two kinds of equivocal language
· Abstract language 
· Concrete: You can experience the referents for concrete words with your five senses
· Abstract: you cannot touch, see, taste, hear, or feel the referents from abstract words 
· Whats wrong with abstract language?
· Good writers use concrete descriptions – words that paint a picture 
· Abstractions are usually boring 
· Words rely on listener interpretations, but listeners are all different; so the meanings vary from person to person 
· Relative language
· A relative word does not have one definition; it depends on the context
· Creates uncertainty in the receive of the communications
· Euphemisms and doublespeak
· Language misuse
· Static evaluation
· Politically incorrect language 
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· Euphemism: an expression meant to be less disturbing or offensive than the word or phrase it replaces
· Taking the edge off uncomfortable concepts 
· Trying to downplay the negativity 
· Doublespeak: language that deliberately misleads and disguises the true meaning of words 
· Has negative connotations 
· Often used to make war more palatable and hence more dangerous than other euphemisms 
· Elimination of unreliable elements — people imprisoned, shot, or sent out of the country 
· Non-operative personnel — dead soldiers
· Collateral damage — unintentional injury or killing of innocent people such as civilian and children 
· Servicing the targets — killing the enemy
· Softening p — dropping bombs in anticipation of an invasion 
· Language Misuse
· Using words incorrectly 
· Using the wrong word
· Using word that don’t exist
· Using a word in the wrong context 
· Malapropism: switching of intended word with another word of similar sound or spelling that has a different meaning 
· Static Evaluation 
· Assuming people don’t change over time or in different situations; “Freeze frames”
· Use of language that does not take change into account
· Politically Incorrect Language 
· Inclusive, gender-neutral language 
· Referring to people with disabilities, avoid terms with negative connotations such as “handicapped”
· When referring to people from visible minorities, avoid using outdated language 
· Avoid unnecessary descriptors such as “lady lawyer” or “Gay activist” 
· Tips for effective verbal communication
· Speak with confidence, demonstrate leadership
· Don’t talk too much 
· Read the crowd and adapt to the situation 
· Guide the listener 
· Be positive
· Use clear, correct, non-threatening language 
· Try to keep up with the changes in language 
· Avoid politically incorrect language 
· Avoid conversational self-focus 
· Focus on oneself to exclusion of others in a conversation 
· Other-orientation
· Thinking about the other person’s interests, needs, knowledge, and situation when you speak 
· Nonverbal Communication : communication that does not involve language 
· Posture, stance, eye contact, gestures, physical appearance, and dress
· With verbal communication, a one-to-one correspondence exists between two sets of symbols
· With semaphores, the position of a flag, rep a letter in the alphabet  
· Primary functions of nonverbal communication 
· Emblems: body movements that stand on their own as a replacement for words
· Replacing or substituting for verbal messages (emblems)
· Non verbal cues that replace the verbal with a nonverbal message, culture- and context-bound 
· E.g nodding head, applauding, thumbs up 
· Illustrators: body movements that accent or work in unison with what is said verbally 
· Complementing, repeating, and accenting verbal messages (illustrators)
· Illustrators complement, repeat, or add emphasis to verbal messages 
· Illustrators have no meaning on their own; they get their meaning from the accompanying words and the context
· Illustrators differ from replacing or substituting function because they accompany words 
· Regulators: body movement that control the flow of conversation 
· Regulating interaction (Regulators)
· Turn taking: the process of deciding who will speak at any given time during a conversation 
· Nonverbals cues that control and manage the flow of communication between people
· Nonverbals regulators also preform a substituting function. They take the place of spoken requests or demands 
· Adaptors: Body movement that relieve tension or satisfy self or bodily needs 
· Relieving tension and satisfying bodily needs (Adaptors)
· Gestures designed to satisfying some need
· Adaptors convey information, which may be meaningful or meaningless 
· Affect Display: Body movement that tells others about our emotional state 
· Agreeableness: the perceived warmth and friendliness of a person 
· Conveying emotion(Affect displays)  
· Nonverbal carries 93% of emotional content 
· When we read facial expressions with body language, we increase our accuracy with respect to interpreting the emotional content of messages 
· Expectancy violation theory
· Explains how violations of expectations can alter first impressions 
· Secondary Functions of Nonverbal Communication
· Making first impressions and violating expectations
· We over-value first impressions
· See physically attractive people as more likeable, confident, and comfortable in social situations 
· Respond favourably to people seen as agreeable, outgoing, open, conscientious, and emotionally stable
· Place more importance on agreeableness than any other personality characteristic 
· Expectations influence judgements of others, and culture and context play a rolde in our expectations
· When people violate our expectations, our perceptions of them can change in a positive or negative direction 
· Making connections through immediacy 
· Immediacy: a sense of likeability and approachability established through communication behaviours that draw people closer together 
· We are drawn to people who exhibit immediacy behaviours 
· Immediacy behaviours decrease physical and psychological distance between communicators and increase feelings of closeness and liking
· We display immediacy when we lean toward the other person, make eye contact, nod warmly, or smile 
· Immediacy influences the likeability of politicians and instructors, increasing motivation to support the politician or to engage in classroom activities 
·  Building and maintaining relationships
· We use nonverbal cues to signal romantic interest in another person
· The cues can include eye contact, touch, leaning toward the person of interest, self-grooming, and smiling 
· Even if men tend to initiate the courtship process, studies show that women often regulate the process
· Nonverbal communication plays a role in the initiation, maintenance, and ending of romantic relationships
· Nonverbal Communication Channels
· Facial expressions, eye contact, and gaze
· Six facial expressions : that appear across cultures: anger, disgust, fear, happiness, sadness, and surprise
· Functions of eye contact: to show interest, convey understanding or confusion, express emotion, signal sexual interest, demonstrate respect, and regulate conversation 
· Cultural and other differences in how people interpret direct eye contact and gaze 
· Vocal cues and silence 
· Paralanguage — elements of speech that we do not recognize as language, including intonation, tone, pitch, speech rate, volume, and hesitations 
· 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 
· Role of Silence: to comfort; give space for listening; punish; show defiance, fear or reluctance to take a stand on an issue; or add drama, weight, and impact to a statement 
· Reactions to silence: discomfort in talk oriented cultures
· If you’re with someone for a long time, you get used to silence and are comfortable 
· Silence used to get audiences attention
· Silence used as a punishment   
· Body movement, posture, stance and gestures
· Kinesics: body movements, posture, stance, and hand gestures, often called body language 
· Nonverbal Leakage: the nonverbal behaviours that unintentionally reveal true inner states 
· Clothing and personal artifacts
· Touch 
· Colour
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· Amy Cuddy: Your body language shapes who you are (ted talk)
· Nonverbal Leakage: 
· unconscious body movements that give unintended information 
· E.g. posture changes, repetitive toe or finger tapping, muscle twitches, tensing of legs 
· Most frequent sources of leakage: feet and legs, followed by hands(less controlled and regulated than face) 
· Touch
· Power of touch: improves moods, sleep and growth patterns in children; reduce stress and lowers health risks in adults; offers comfort and affection and enables us to reach out to other people 
· Beneficiaries: waitresses, doctors, teachers, managers, everyone
· Cultural Variations: Touch-phobic and touch-hungry societies, coffee shop experiment 
· Clothing and Personal Artifacts 
· How and what dress communicates 
· Perception of physicians based on dress codes
· People said that attire didn’t matter but tended to lean towards people who wore white lab coats visually 
· Perceptions of authority figures based on status and dress 
· Cultural Meanings attached to Clothing 
· Connecting colours to personality 
· Cultures carry in the meanings they attach to colours 
· Globalization is affecting marketing preferences 
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· Personal Space
· Proxemics — how people perceive and use personal space and distance 
· Intimate, personal, social and public space 
· Different depending on culture, but can also be situational 
· Territoriality — the way by which animals (An people) mark and defend personal space 
· Even though its unspoken and irrational in some sense 
· Informal disputes 
· Chronemics — how people perceive, structure, value, and react to time 
· Monochronic cultures — cultures that view time as rigidly linear and rely heavily on clocks and schedules to regulate events 
· E.g. north American countries, western culture 
· Polychronic Cultures — cultures that view time as elastic and believe events will happen when they are meant to happen 
· Scientific management theory: everything gets measured and time is important 
· Time clock, signing in a jobs
· Monitored, highly structured 
· Buildings and Spatial Arrangements:
·  Basic principles
· The higher your position in the organization,
1. the greater and better space you will enjoy
2. the less likely you are to require or use the space 
3. more likely your space will be guarded by secretaries, doors, and rules governing access
4. the more flexibility you will have to alter the setting
5. Power weakens with distance from the source of power 
· Relevant Concepts 
· Soft Architecture — buildings and other structures that allow personalization of spaces
· Hard architecture — buildings and other structures designed to stand strong and to resist human imprint  
· Sociopetal settings – physical settings that bring people together
· Sociofugal settings — physical settings that push people apart 
· Emotional Intelligence and success in the workplace 
· Linguistic intelligence 
· word smart
· Learn best through words
· learning through lectures, taking notes, writing essays 
· Logical-mathematical intelligence 
· Numbering/ reasoning smart
· Learn best through numbers or logic
· exercise in argumentation and reasoning, participating in debate, math , theories
· Visual-spatial intelligence 
· Picture smart
· Learn best through picture and visuals 
· Photographs in texts and movies, tv
· Bodily-kinesthetic intelligence 
· Body smart
· Learn best through a physical experience
· Nonverbal group exercise, observing behaviour of others 
· Musical intelligence
· Music smart
· Learn best through music
· Asked to illustrate an idea by choosing appropriate music to reflect the mood of the idea 
· Naturalist intelligence 
· Nature smart 
· Learn best through experience in the natural world 
· E.g. nature hike
· Existential intelligence 
· Sensitivity to and capacity to tackle deep questions about human existence 
· Interpersonal intelligence 
· People smart
· Learn best through social experiences 
· Intrapersonal intelligence 
· Self smart 
· Capacity to be self-aware and in tune with inner feelings, values, beliefs, and thinking processes
· Learn best through self-reflection 
· Maybe medication, guided fantasies 
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· Emotional Intelligence (new)
· training approaches 
· Prepare yourself for a higher form of intelligence 
· Emotional intelligence coaching 
· Emotional intelligence is extremely important and can be cultivated 
· Diff between whose a leader and not 
· coaching approaches
· coaching careers 
· approaches to dealing with executives 
· approaches to leadership in the workplace 
· approached to dealing with employees 
· ways of profiling and evaluating employees 
· self-improvement guides 
· buzz word in popular literature 
· 5 major points covered in presentation by Goleman 
· Self-awareness 
· Empathy
· Motivation
· Managing emotions 
· Social skills 
· Context in which E.I. manifests
· Personal lives
· Social lives
· Workplaces
· Types of empathy:
· Cognitive empathy
· Emotional empathy 
· Empathic concern
· Basis of empathy 
· Presenting even the bad news with empathy, used to make harder decisions
· You must have self compassion in order to be compassionate to others  
· Cultural Intelligence 
· Building and Maintaining Relationships 
· Social Capital: a resource based on interpersonal connections that can be converted into economic and other benefits 
· Bonding Social Capital: benefits that result from close relationships with parents, children, and other family members
· Bridging Social Capital: benefits that result from connections with friends and close associates 
· Linking Social Capital: benefits that result from relationships with people in positions of power who are outside of our usual network 
· Reasons for forming relationships social exchange theory
· Uses an economic model to weigh the perceived costs and benefits associated with a relationship
· Predicts that we will leave a relationship in which the costs outweigh the benefits 
· Need for inclusions — need to be connected to other people
· Ideal personal characteristics — individual who has the ability to enjoy being with others or being alone
· Over social characteristics — individual who has a tendency to work extra hard to seek attention and interactions with others
· Under social characteristics — individuals who has a tendency to avoid interaction with others
· Need for control  — need to influence our relationships, decisions, and activities and to let others influence us 
· Ideal Personal Characteristics 
· Individuals alternates between exercising control and allowing others to exercise control
· Individual feels comfortable leading at times and following at other times
· An healthy aspect of control is setting of relationship boundaries — physical, emotional, or other
· Need for affection — need to feel liked by others, which will lead to greater level of openness in interactions 
· Ideal personal type — individual who wants to be liked but feels comfortable in situations that may result in dislike
· Under personal type — individuals who feels undervalued and seeks to avoid close relationships 
· Over personal type — individuals who seeks to establish close relationships with everyone, regardless of whether others show interest 
· Origins of Relationships 
· Relationships of circumstance — relationships that develop because of situation or circumstances in which we find ourselves 
· Relationships of Choice — relationships we actively seek out and choose to develop 
· Relationship Contexts 
· Family 
· Friends
· Romantic partners 
· Work Colleagues 
· Stage of Romantic Relationships 
· Not always continuous 
1. Coming together 
a. Initiating 
b. Experimenting
c. Intensifying
d. Integrating 
e. Bonding
2. Coming apart
a. Differentiating 
b. Circumscribing
c. Stagnating
d. Avoiding
e. Terminating 
· Relational Development 
· All researchers agree that:
· Communication moves a relationship forward or backward over time
· We can identify the stage that a relationship is at by observing the communication
· Markers in Relationships
· Can be interactions or objects 
· Pet names, holding hands, wearing matching clothes, wedding rings
· Indicate the state of the relationship 
· Having meaning to both the couple and others 
· Turning points
· Markers often signal a turning point in the relationship 
· We associate these markers with a change in the relationship 
Lecture 14									   November 14, 2019
· Coming together: 
· Initiating
· You notice that other and form a first impression based on verbal and nonverbal elements 
· E.g. appearance and dress, body language, and speech 
· You talk about superficial topics such as current events and the weather 
· You try to gather information about the other person, which will enable you to decide if you want to move forward with the relationship
· If you decide to pursue the relationship, you move to the next stage
· Experimenting 
· You look for common ground by sharing information on school, hobbies and work
· Finding common ground, routine questions 
· To move to next lvl of the relationship, both of you must show an interest in moving forward 
· Intensifying
· You spend more time together in shared activities 
· You increase physical contract —  e.g., more shows of affection in public — and look for signs of commitment 
· You take bigger risks by disclosing more personal or intimate information such as “I am worried about failing that course and getting kicked out of school” or “I’m afraid I might lose my job”
· You are in a position to move to the next stage if the other person responds well to your self-discloses in response 
· Integrating
· You become a social unit in the eyes of others, sharing activities, interests, and holidays
· You receive invitations and attend events as a couple
· You develop restricted language codes (“insider language”) and shared daily rituals 
· You may adopt a similar dress code or even dress like the other person 
· You think in terms of shared property — ours, not yours or mine 
· Bonding
· You communicate the status of your relationship in a more formal and public way
· You move in together or get engaged or married 
· You trust that the other will accept your “real self”
· You talk about your commitment to be present for the other person through difficult times
· Relational De-escalation: 
· Going Down
· Women usually sense trouble before men do 
· Specific verbal and nonverbal clues of de-escalation include the following: Decreases in touching, proximity, eye contact, smiling, voice variation, and frequency of interaction 
· Coming Apart
· Differentiating 
· You may experience a decrease in physical contact and interaction at the differentiating stage 
· You may start to use words such as I, me, and mine instead of we, us, and ours 
· You experience a shift toward individual instead of shared identities 
· The move toward individual identities can sometimes add a spark to the relationship as you share new interests and adventures; but if you start to prefer time away from the other, you may be taking the elevator to a lower floor  
· Circumscribing 
· You communicate less often with the other person
· Your talk revolves around safe and impersonal topics
· You share fewer of your problems with the other person
· Your commitment to the relationship declines, but others do not see the decline 
· Stagnating
· Your relationship has become shallow and predictable: same friends, same routines, same conversations 
· You spend less time with the other person
· You go through the motions, but you no longer care
· Your lack of interest becomes more obvious — to the person and to outsiders 
· You can still recover the relationship, but it will take a lot of work and serious mutual commitment 
· Avoiding
· You ignore or avoid the person altogether 
· You may leave the room or just tune out
· You maybe be superficially polite or openly hostile
· You no longer depend on the other for confirmation of self-value 
· Terminating
· You or your partner decides to end the relationship
· Your notice of intention may take the form of a letter, phone call, text message, tweet, social media posting, legal document, or even a note left on the bathroom mirror
· Subsequent conversations revolve around practical matters such as division of property
· Endings can be positive or negative 
· What happens afterwards?
· Best case scenario, relationship can return to friendship status
· Most likely if ppl were friends before intimacies developed or if breakup had positive tone
· Tendency to blame failure of relationship on other person
· Except divorced women tend to blame themselves
· Predicting Relationship Failure by Analyzing Communication Patterns 
· Experiments with ‘love lab’ involved 3000 participants engage in a simulated dispute
· The researchers observed and analyzed physiological and verbal patterns that characterized the disputant behaviours 
· The researchers developed the ability to predict separation or divorce in 94% of the cases, based on how disputants engaged in arguments 
· They concluded that constructive arguments, focused on the problem and not the people, are healthy and normal responses to conflict; they do not predict separation or diverse 
· What predicts relationship failure?
· Criticism: attack upon personality or character of the other 
· Contempt: insults and other forms of disrespect 
· Defensiveness: reaction based on perception that you are a victim
· Stonewalling: withdrawing and disengaging from the conflict instead of addressing the problem 
· Social Penetration Theory 
· Says that closeness in relationships comes from sharing information about ourselves. As we share increasingly personal info, we build intimacy 
· Breadth — the number of conversational topics that allow you to reveal aspects of yourself (e.g. hobbies, career ambitions, health, sports played, and other interests)
· Depth — the amount of information available on any topic (for e.g. superficial info about a hobby or more intimate info about a fear of losing you scholarship)
· Johari Window 
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· Open Quadrant: you know and others know
· Hidden Quadrant: Things you know but hide from others
· Blind Quadrant: something other people know but you don’t know 
· Unknown Quadrant: you don’t know and they don’t know
· The internal drive to self-disclose 
· Reward centres in the brain light up more when we talk about ourselves than when we talk about others 
· Volunteers in experiments accept less money in exchange for the chance to talk about themselves 
· Writing about traumatic, stressful, or emotional events boosts our emotional and physical health 
· People enjoy sharing secrets, as witnessed by the PostSecret.com website 
· The dangers of self-disclosure
· Voyeurism — spying into the private lives of others, especially prevalent in age of social media 
· Physical Safety Concerns — e.g. stalking
· Financial Concerns — e.g. stolen financial records and identities 
· Psychological and emotional concerns — e.g. stresses associated with cyberbullying 
· Watch Donna and Gail video 
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· Cost and consequences of conflict 
· Lower employee morale in the workplace
· Higher absenteeism in the workplace 
· Upsetting confrontations in one’s personal and organizational life
· Words used by others to describe conflict 
· Fight, anger, pain, war, impasse, destruction, fear, mistake, avoid, control, hate, loss, bad, wrongdoing 
· Most of the time you like people more after resolving a conflict because you get a sense of authenticity 
· Even if we don’t like what they say, we tend to have a higher opinion of them
 
· Source of conflict
· Differences in beliefs, attitudes, and values 
· Conflicts may originate with differences associated with age, race, ethinictiy, political orientation, language, religion, socio-economic status 
· E.g. disputes over the wearing of turbans to work or headdresses to school
· E.g. disputes over the wearing of turbans to work or headdresses to school
· E.g. arguments over which political party should be in power 
· E.g. disagreements about how to improve the health care system to reduce the deficit 
· Personality differences 
· Tests such as Myers-Briggs attempt to identify personality types in order to place employees in the right positions, working with compatible others 
· E.g. one person values rules, procedures, meeting deadlines, being accurate, through, and reliable. The other values spontaneity, not planning. One may value keeping a tidy house or apartment. The other may place more emphasis on having a good time 
· Incompatible mand conflicting goals or roles 
· Conflicting in goals and roles affect personal and work lives 
· E.g. a couple may argue over what to do in their spare time, where to vacation, or where to live. One may want a big home, and expensive car, and trips to the Caribbean, while the other wants to save for the future. In terms of roles, one may want to spend a lot of time at work in order to get ahead; the other may resent the light nights and weekends spent on business trips 
· E.g. in the workplace, management may aim to make the most money possible, while workers may place more value on time with family and quality of life. Roles also come into conflict when one employee takes over the duties of another 
· Interdependencies 
· Sometimes our fates are intertwined with the fates of others, over whom we have no control. This situation can be source of frustration and anger
· E.g. Couples who are financially interdependent, but one is unable to hold a steady job
· E.g. Children living in parents’ home
· E.g. Classmates working on project where all will get same grade 
· Insufficient or different information
· Both parties may know all the facts, but they may disagree on the causes, the likely outcome, or solutions. Sometimes they do not know the reasons for an organizational or personal decision.
· E.g. employee misses group meeting because of family emergency, which she does not want to explain to her co-workers
· E.g. organization delays bonuses because of financial crisis, about which they don’t want to notify investors 
· Poor communication
· Sometimes we lack adequate communication skills. At other times, we communicate inappropriately or not at all. Misunderstanding and conflict arise as a result 
· E.g. Someone keeps interrupting when we are trying to speak
· E.g. a wide expects more communication from her husband, but he prefers to watch a hockey game on tv
· E.g. an immigrant tries to explain his needs to airline personnel, but he does not have sufficient language skills. He is booked on the wrong flight and situations results in an argument 
· Scarce and non-distributable resources and power struggles 
· This source of conflict relates to competition for limited resources. My success requires your failure. Sometimes it involves a power struggle 
· E.g. one room that both roommates prefer 
· E.g. one winner in a hockey game
· E.g. one open position in an organization
· E.g. One last parking spot or ticket to a concert 
· Stressful situations 
· Many situations create stress, which can result in arguments, confrontations, and even violence 
· E.g. Someone interferes with your ability to concentrate on an important task 
· E.g. an employee faces an unrealistic deadline for accomplishing work 
· E.g. airline personnel have to deal with passengers whose flights have been cancelled or delayed 
· E.g. Forced to work a double shift, a nurse grows tired and irritable, with little tolerance for the demands of patients and staff 
· Types of Conflict 
· Overt Conflict 
· Conflict involving open disagreement, where parties often use metalanguage to discuss their problems and issues 
· E.g. parties air their feelings about an issue on which they do not agree 
· Covert Conflict 
· Hidden conflict, not always known to both parties, where one displays passive-aggressive behaviours instead of addressing the issues directly 
· E.g. someone pretends not to hear the other person or walks away while the person is talking to them 
· Stages of Conflict: 
· Act 1
· Conflict escalates and issues multiple 
· Parties in conflict shift from focusing on issues to focusing  on personalities 
· Rhetoric becomes accusatory and sometimes threatening 
· Parties generalize about the behaviours of others 
· “You’re always late”
· Actions may follow when threats don’t work
· Parties pull others into the conflict
· Parties get locked into positions that make resolution difficult, and conflict escalates to maximum extent 
· Act 2
· If reached, Act 2 is transition stage
· Parties in conflict have lost hope of winning and run out of steam to continue the fight
· Parties grudgingly accept the need for compromise or collaboration
· Face-saving becomes important, as in the chess match between Fischer and Spassky 
· Act 3
· If reached, Act 3 brings some measure of closure 
· The parties in conflict de-escalates 
· In the best cases, the parties begin to talk to each other again and discard their stereotypes of the other 
· They brainstorm to find ways to build momentum
· They look for a bigger goal to which both can commit and become more flexible on means to achieve the goal 
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· Final Exam: 1-8 ch no need for text boxes or videos/films, 9-10 need to know text boxes and film/video 
· Role of Power in conflict 
· 5 sources of power (according to French and Raven)
· Referent 
· Refers to personal attractiveness of party to other people
· Usually implies similarity in beliefs, attitudes, and values 
· Carries possibility for “halo” effect to occur, where party with strong referent power can exercise influence in more than one area (sometimes outside range of acknowledged expertise)
· E.g. athletes who promote cereals, celebrities who endorse activist causes 
· Legitimate
· Power that derives from formal position, accepted authority, or status in network
· “Rightful” power that is voluntarily granted in exchange for perceived benefits 
· Restrictions on scope of power, which typically appear in job description or mandate of organization 
· Decreases in attractiveness of party who uses it outside of assigned areas of responsibility 
· E.g. abuses to power held by the police, judges, priests, teachers, government ministers, CEOs, and managers 
· Coercive
· Ability to make demands, issue threats, or punish those who don’t accept ideas or positions 
· Strength and effectiveness are reliant on whether the other party can avoid or escape penalties or punishment (i.e. access to other options with the same benefits)  
· Decreased attractiveness of party who uses coercive power
· E.g. exercise of control over money, job, terms of relationship, or other matters 
· Reward
· Ability to give or withhold benefits
· Potential to increase or decrease attractiveness, depending on whether rewards are given or withheld 
· E.g. money, promotion, attention, recognition, services, or other benefits 
· Expert or Information
· Comes from access to specialized knowledge or information
· Often expands beyond scope of expert knowledge if person also holds referent power 
· Sometimes implies ability to control access to — or release of — information, as I case of secretary who acts as gatekeeper of information 
· E.g. doctors, lawyers, psychologists, teachers, carpenters, structural engineers, accountants, media personalities such as Dr. Oz 
· Coping Styles 
· Competing: aiming to win at the expense of the other (shark)
· Zero-sum orientation 
· Win/lose power struggle
· “I take charge”
· Positive: When something needs to be decided quickly (i.e. an emergency)
· Negatives : using it too often will cause disruption in relationships    
· Accommodating: giving in, even in situations where you disagree ( teddy bear)
· Accede to the other part
· Maintain harmony
· “I give in”
· Positive: you care about the other person than the issue
· Negative: if it happens too much you may resent not being able to give your opinion 
· Avoiding: refusing to deal with a conflict (turtle)
· Withdraw from the situation
· Maintain neutrality 
· “I leave: 
· Positive: gets you away from dangerous situations; Allows you to cool down if emotions are high 
· Negatives: Don’t giver your opinion when it is something that matters to you
· Compromising: meeting in the middle or splitting the difference (fox)
· Minimally acceptable to all
· Relationships undamaged 
· “We meet half way”
· Positives: A decision in a timely manner and both give up something 
· Negatives: can still be time consuming to find a solution that pleases everyone  
· Collaborating: looking for an agreement that will meet the needs of — and satisfy — both or all parties to a conflict (owl)
· Expand range of possible options
· Achi eve win/win outcomes 
· “We both win”
· Positives: want something that satisfies all aides; get thoughts and feelings out and deal with them so they don’t cause problems later 
· Negatives: Time consuming; not with it if it is not a big use to you 
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· Coping styles vary over time and in different situations 
· Outcomes of Conflict 
· Functional conflict 
· Disagreements with productive or beneficial outcomes, characterized by a supportive and empathic communication climate 
· Dysfunctional Conflict 
· Disagreements with unproductive or destructive outcomes, characterized by tension, stress, hostility, and distrust 
· Obstacles to Resolving Conflicts 
· Lack of motivation on the part of one or both parties 
· E.g. “whatever, do what you like. I don’t care”
· Incomplete or insufficient information
· E.g. “The statistics I’ve seen look different from those you are citing 
· Emotional reactions that block resolution 
· E.g. “We will both go down the rat hole but I am going to make sure that you go down first and a little bit further than I”
· Developing a Civil Workplace
· Civility : a respectful awareness of others 
· Courteous behaviour
· Politeness
· Kindness
· Treating people with dignity 
· Incivility (behaviours associated)
· Being rude or insensitive in words and actions
· Joking at the expense of others
· Putting down another person
· Gossiping
· Posting inappropriate pictures or sending inappropriate emails
· Yelling or speaking in a loud voice 
· Telling crude jokes
· Bullying or harassing others 
· Assaulting or committing an act of violence against the person or property of an individual 
· Cost of an uncivil workplace
· Costs to the organization:
· Less motivated employees
· Increased absenteeism
· Frequent turnover
· Lower productivity 
· A defensive and negative work climate 
· Costs to the individual:
· Reduced job satisfaction
· Threats to self-concept and career 
· Burnout, stress, and related health issues 
· Creating a civil work climate
· Jack Gibb published a classic article in the Journal of Communication (1961) that identified the contrasting characteristics of defensive and supportive communication
· Defensive communication creates a negative work climate; supportive communication creates a positive work climate
· The term climate refers the emotional tone of a relationship or interaction 
· Defensive communication occurs when people perceive a threat to their emotional well-being
· Supportive communication reduces defensive and demonstrates respect for the feelings of the other person 
· Gibb categories of Defensive and supportive communication 
· Defensive communication occurs when people perceive a threat to their emotional well-being 
· Supportive communication reduces defensiveness and demonstrates respect for the feeling of the other person 
· Defensive vs Supportive 
· Evaluation vs Description
· Evaluation
· Statements that imply judgements
·  “You’re no taking any responsibility,” “You should have been paying more attention,” or “I approve” 
· Even a positive statement can imply the person knows more than you know 
· Description 
· Statements that focus on facts and use “I” rather than “you” language:
· “This report does not include current statistics” or “I wish you had included more current figures” instead of “This report is really bad” 
· Control vs Problem Orientation
· Control
· Attempts to impose point of view on another, with emphasis on being right
· “If you want to go in that direction on this project, you can do it on your own. I’m not putting my name on it”
· Problem Orientation
· Invited collaboration and focuses on finding solutions that will satisfy both parties 
· “Let’s talk it over. I’m sure we can find an approach that works for both of us.”
· Strategy vs Spontaneity 
· Strategy
· Communicating with underlying and often manipulative purpose 
· “What are you doing after school?” or “Only women argue about who pays the tip” 
· Spontaneity 
· Communicating openly and honestly 
· “Can you help me with that paper I’ve got to finish?” or “I don’t have much money with me. Can I pay the tip next time?”
· Neutrality vs Empathy
· Neutrality 
· Appearing indifferent, as if you don’t care about the topic— or by extension, the person
· “May as well get over it. We all have problems.” “ I don’t really care what we do. It’s your decision”
· Empathy
· Showing concern for the ideas and feeling of other person
· “I understand how upset you must feel.” “It sounds as if you are really worried about the cutbacks.” 
· Superiority vs Equality 
· Superiority 
· Communicating in a way that implies you are more intelligent, experienced, or capable that the other
· “ Yeah, I believed the same way before I became manager. You’ll see” or  “You’ll understand once you have children.”
· Equality 
· Communicating in way that treats the person as an equal 
· “I had a different experience, but that doesn’t mean it will be the same for you.” “Have things changed for you now that you’re in management? They did for me.” 
· Certainty vs Provisionalism 
· Certainty
· Statements that imply there is only one correct approach or answer 
· “This is what you need to do”
· Provisionalism 
· Statements that imply flexibility and openness to alternative approaches 
· “It is possible that…” “In all likelihood…” “One way to approach the problem is…” 
· The awareness wheel 
· Developed by Sherod Miller and often used in workplace and family mediations 
· Asks questions pertaining to “I sense,” “I think,” “I feel,” “I want,” and “I do.”
· Allows clients to see perspective of other person in respectful way 
· Gets at specific needs and wants 
· Encourages flexibility 
· Allows parties in conflict to pursue multiple perspective for solutions 
· What do you sense? See and hear?
· What do you think? That is, what meaning does it hold for you?
· How do you feel about it?
· What do you want from the situation?
· What are you willing to do at the present time or in the future?
· Example: Lost Promotion
· I sense:
· Visual sense — Letter announcing negative decision 
· E.g. “I received the letter of rejection”
· Auditory sense — Voice main indicating promotion not approved 
· E.g. “ I heard you voice mail.”
· I think:
· “Based on my past evaluations, I thought I would receive the promotion.”
· I feel:
· “I feel very disappointed. I was counting on the promotion.”
· I want:
· “I want to understand why I did not receive the promotion and what I need to improve in order to do better next time.”
· I do:
· “I will do my best to incorporate your suggestions into my person action plan for nest year.” 
· Tips for managing conflict
· Get more information
· Ask questions if you think you have misunderstood something the person said or did
· Get your emotions under control 
· Make sure you understand what you are sensing, thinking, and feeling 
· Know what you want — your bottom line 
· Deal with conflict 
· Avoid overly aggressive behaviours
· Listen to others with an open mind
· Bring hidden conflicts into the open 
· Sue language that creates a supportive communication climate 
· Work towards building trust
· Be mindful of cultural differences 
· Be aware of gender dynamics 
· Be aware of power dynamics 
· Avoid bullying others and report all instances of bullying others and report all instances of bullying in the workplace 
·  
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· Organizational Memberships
· Range from primary work groups(associated with position in organizational chart) to project-specific ones
· Involve a growing number of interactions in virtual space
· Involve a growing number of interactions with people in other primary work groups, as well as external consultants and contacts 
· Why the changes?
· Loss of paternalistic organizations stemming from economic problems in 1970s
· Reorganizations, mergers, relocations, layoffs, and employee mobility 
· Increasing diversity in workplace — more women, young adults, and people from other cultures and nationalities 
· New technologies and trends toward globalization and “boundaryless” organizations 
· Increasing emphasis on teamwork
· Problem-solving
· Planning new business strategy, product, or venture 
· Writing argumentation briefs for additional funding, extension briefs for additional funding, extension of programs, proposed policy changes, etc.
· Writing mission or mandate statements or strategic plans 
· How leaders arise
· Leaders can be appointed chosen, or emergent 
· By emergent leadership, we mean leadership that emerges, by process of elimination, from a leaderless group 
· Approaches to studying leadership
· Trait
· Personality-based approach, idea that leaders are born 
· Largely discredited 
· Replaced by transformational approach 
· Functional
· Sees leadership as series of functions or duties performed by leader 
· Includes motivating, assigning tasks, coordinating meetings, maintaining positive climate, satisfying needs of group, and maintaining the group 
· Situational 
· Sees leadership style as dependent on situation: no one style right all the time 
· Identifies three dominant styles used by leaders: authoritarian, democratic, and laissez-faire (least effective)
· Argues that groups prefer authoritarian leadership in uncertain and stressful times, democratic in times of prosperity and peace 
· Sees culture as influencing preferences 
· Emergent
· Sees leader as the one standing after the group has rejected all other contenders 
· Believes that emergent leaders display both task skills (often associated with men) and people skills (often associated with women)
· Identifies emergent leaders as showing a strong interest in — and commitment to  a group role 
· Who is eliminated in a bid for emergent leadership?
· First to be eliminated from contention are the silent members 
· Next to be eliminated are the overly talkative and overly aggressive 
· Third to be eliminated are those who fail to display clarity or direction or who appear to meek and unwilling to accept credit for ideas 
· Transformational 
· See true leaders as visionaries and mentors, who challenge existing ways of thinking and move the organization toward a shared vision 
· Places emphasis on creative approaches to problem solving 
· Assumes people have the motivation abd ability to move in these new directions 
· Six steps in Problem Solving 
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· Step 1: Defining and analyzing the problem
· Frame the problem in the form of an open-ended question
· Look at the history, it causes, and its effects 
· Obtain sufficient information to understand the problem 
· Step 2: Establishing Criteria for solutions 
· Solutions should be ones that concerned parties can accept 
· Solutions should be cost-effective 
· Solutions should not cause physical or psychological harm 
· Solution should not cause new problems 
· Solutions should practical, capable of being implemented 
· Step 3: Identifying Possible Solutions 
· Creative problem-solving techniques such as brainstorming, brainwriting, nominal group, brain sketching and mind mapping, Synectic and fantasy chaining, and crowdsourcing 
· Rational problem-solving techniques such as Delphi panels, quality circles, and focus groups 
· Creative problem-solving techniques: 
· Brainstorming 
· Involves sharing ideas through group discussion 
· Focusses on quantity over quality, unusual ideas,  piggybacking, and withholding of critism until the evaluation phase 
· Less effective in cases involving “free riders” and “social loafers”
· Note: Reverse brainstorming asks what could make the problem worse
· Re-watch brainstorming video on Echo 
· Brainwriting
· Idea generation technique that involves sharing ideas on paper 
· Enables and immediate response on the part of participants 
· Stimulates new ideas ad new directions for thinking about issues 
· Allows participants to build on the ideas of others 
· Note: When researchers use brainwriting in computer contexts, they do not always get consistent results 
· Nominal Group
· Idea-generation technique in which groups members work independently at first and then take turns sharing their ideas
· Allows immediate recording of ideas (no wait time)
· Requires all members to participate (no “free riders” or “social loafers”)
· Encourages a focus on multiple facets of a problem or question
· Benefits from both individuals and group idea generation 
· Brain sketching
· Idea-generation technique that involves sketching ideas on giant notepads or electronics blackboards, followed by sharing with others 
· Results in highly creative and carried solutions 
· Allows building on the ideas of others 
· Involves “reflective conversation” with self, sometimes followed by verbal exchanges with others 
· Appeals to people with visual or design skills but holds potential to intimidate others 
· Mind Mapping
· Idea-generation technique that uses a single work or idea placed at the centre of a piece of paper to stimulate more ideas 
· Involves outward radiation of ideas 
· Uses colours, lines, images, arrows, and other symbols in creating the maps 
· Entails a search for linkages between ideas
· Connects with “right brain” activity
· Synectic 
· Idea-generation techniques that use metaphorsw and analogies to make strange familiar and the familiar strange 
· Involves six to eight participants and a leader who collectively:
· Rephrase a problem as a “how-to” statement
· Generate an analogy or fantasy story to 
· Explore the problem in a creative way 
· Transfer the insights from the fantastical story to the problem requiring a solution 
· Fantasy Chasing 
· Idea-generation technique that involves group creation of a story based on a fantastic theme 
· Takes the group on an imagined trip
· E.g. to the seaside, jungle, or mountain top 
· Explores the characteristic of the setting
· Applies the characteristics of the setting to the problem requiring resolution 
· Sometimes uses a single word to inspire the beginning of a story 
· E.g. tsunami to start a discussion of global warming 
· Crowdsourcing 
· Practice where organizations invite large groups of Internet users to generate and share ideas on their products and services 
· Involves open-source approach 
· Encourages free flow of information into the organization from customers, clients, employees, and the public at large 
· Compensates contributors with money or recognition 
· E.g. Wikipedia, Galaxy zoo, OpenStreetMap 
· Delphi Panels 
· A structured method of decision making that engages panels of experts in multiple rounds of problem solving or forecasting 
· Engages smaller (10-15) or larger numbers of people, who can come from similar or different backgrounds 
· Looks for specialists or generalists, depending upon nature of problem, facts, logic, and reasoning
· Attempts to arrive at consensus 
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