Communication

· Information being transmitted and understood between 2 or more people

· “Organization is born when there are individuals who are able to communicate”

· Instrument for org learning and decision making

· For employee well-being – describing proper work procedures; how to remain in good relations with your boss, etc. 

· Fulfills the drive to bond and validate individual’s worth and identity

A model of Communication

· Sender forms a message and encodes it into words, gestures, signs…

· Message is transmitted to receiver through com channels

· Receiver decodes it to something meaningful (ideally to what sender had intended)

·  Sender looking for evidence (feedback)

· Transmission hampered by noise – psychological, social, structural barriers

· Com effectiveness depends on ability to encode and decode - improvements

· Both parties with similar codebooks (like dictionaries)

· Less need for redundancy (rephrasing)

· Similar mental models

· Common understanding of context relating to info

· NASA guys talking about equipment

· Familiarity with message topic

· Developing scripts to illustrate the topic

· Like sport practice

· Proficiency with com channel

· People not using emails – move to phone calls

Communication channels (verbal)

· Face-to-face

· better for emotions and persuasion

· voice intonation, use of silence

· immediate feedback

· Written com

· Better for technical details (ideas easier to follow)

· Longer to prepare

· Emails – choice of most workplaces

· Message quickly written, edited and transmitted

· To filter, sort, store info

· Increase volume of info flow

· Problems with emails

· Poof for com of emotions

· Reduces politeness and respect (less diplomatic, low social presence)

· Poor medium for ambiguous, complex and novel situations (if gets messy – just talk)

· Contributes to information overload (22.3 trillion annually)

· Social Network Communication

· Second Life, Instant Messaging, Wikis

Communication channels (nonverbal)
· Facial gestures, intonation – help eliminate noise

· Most of com – subtle info from both parties

· Less rule-bound (more misinterpretations)

· Most are automatic and unconscious (plan words, not blinking ()

Choosing best medium to com

· Part of corporate culture (mails vs calls)

· Individual preferences

· Media richness

· Medium’s data-carrying capacity (volume and variety of info transmitted in given time

· Face-2-face on top

· Verbal + Nonverbal

· Feedback

· Adjust message instantly

· Rich better than lean when in non routine situations (emergencies)

· Choosing influences efficiency

Evaluation of media richness theory
· Factors which override or blur richness

· Ability to multicommunicate (2 or more com events at the time)

· Meeting (7 ppl) + SMS a client

· Scan web during phone call

· More varied proficiency levels

· Blackberry users vs old ladies (who don’t know what is email)

· Social distractions of rich channels

· Rich – higher social interaction

· Focus on their relative status not message

Com barriers (noise)

· Imperfect perception process of both parties

· Filtering – deleting or delaying negative info; using less harsh words to sound favorable

· Language barrier (poor codebook) - jargon

· Interpretation

· “Can you close the door?” – 4 meanings

· Information overload

· The volume of info received exceeds the person’s capacity (information processing capacity) to get through it

· Info get overlooked or misinterpreted when ppl can’t process fast enough

· Info load reduced by buffering, omitting and summarizing

Cross-cultural and gender com

· Cc com problems increasing

· Language, intonation, silence (Japan vs USA)

· Nonverbal differences (smiling, head shake)

· Gender differences (men – “report talk”, women “rapport talk”)

Improving Interpersonal Com

· Getting message across

· Empathize (being in receivers shoes – sensitivity)

· Repeat the message (rephrase key points)

· Use of timing (compete with noise and other mes)

· Be descriptive (don’t attack, focus on info)

· Active listening

· Listen more than talk

· Sensing (receiving signals an paying attention to them)

· Not form opinions until sender finishes

· Don’t interrupt

· Remain motivated to listen

· Evaluating (understanding, evaluating and remembering the mes)

· Empathize with the speaker

· Responding (feedback)

· Sufficient eye contact and clarification

Improving com throughout the Hierarchy

· Workspace design (physical space of employees)

· Pixar – Emeryville campus

· Open space arrangement

· Continuum – no doors

· On the other hand – open space increases stress (lack of privacy)

· Wikis, Blogs, E-zines

· E-zines - electronic newsletters

· Blogging about their own news (+ search engine)

· Wikis internally in IBM

· Direct com with top management

· Management by walking around (MBWA)

· More direct info about internal org problems

· Employees empathy for decisions

· Employees roundtable (learn about the issues)

Com through the Grapevine

· Unstructured and informal network founded on social relationships

· Low credibility

· Characteristic

· Very rapid transmission in every direction

· More active in integrated society

· Grapevine distorts info by deleting details or exaggerations

· New technologies (mailing) replaced the traditional watercooler gossips

· Benefits 

· Use when info is not available through formal channels

· Com of culture

· Relives anxiety

· Associated with drive to bond

· Limitations

· Not preferred com medium

· Sometimes escalates anxiety

· Negative attitudes towards management when grapevine is faster

· Listen to grapevines and react

