ADMS 2400: Notes on Communication
By: Rex Manorajah

Communication
· Communication is “the exchange of information between a sender and a receiver, and the inference (perception) of meaning between the individuals involved
Perceptual Process Model of Communication 
· Perceptual Model of Communication is the process in which receivers create their own meaning of the message
Communication Process:
1) Sender encodes the message and selects a medium
2) Message is transmitted through a medium
3) Receiver decodes message, creating the meaning of the message in their head and decides that feedback is needed
4) Receiver send feedback through a medium

· Noise represents anything that interferes with the transmission and understanding of a message (e.g. typos, poor telephone connections, illegible handwriting, poor hear/eyesight, etc.)

Barriers to Effective Communication
· There are three key barriers to effective communication:

1) Personal Barriers: Any individual attributes that hinders communication

- Variations in how information is processed and interpreted
- Attitudes and stereotypes
- Poor listening skills
       2)    Physical Barriers: The distance between employees can interfere with effective communication 
	- Hard to understand someone 20 metres away, telephone line crash, etc.
3)    Semantic (Study of Words) Barriers: Encoding and decoding errors that show up because of improper phrases/words such as the use of acronyms (I drive an SUV, sport utility vehicle) and slang (“that’s cool” means something is good)  
· Jargon is language or terminology that is specific to a particular profession, group, or company
- “The CIO wants the RFP to go out ASAP” means the chief Information Officer wants the Request For Proposal Officer to go out as soon as possible



Channels of Communication
Formal Communication Channel
· Formal Channels follow structural protocols in a public manner which means that the process takes time to get the message out
· Examples include: Staff notices, public forums, minutes of meetings, and all other types of documents approved and/or written by management
Informal Communication System (The Grapevine)
· Informal Channels do not follow the chain of command; it skips management levels and bypasses lines of authority
· Examples include: People can just as easily pass along information with email, face-face conversations, or telephone calls 

· Assertive Communication - expressing your legitimate right without putting others down Win-win. Concern with how and what you say 
· [bookmark: _GoBack]Aggressive Communication - expresses your opinion/feeling and puts down/or renders other individuals helpless
· Passive Aggressive Communication - Your concerns are not verbalized but you demonstrate them through non-verbal communication
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Assertive

DESCRIPTION

Pushing hard without
attacking; permits
others to influence
outcome; expressive and
self-enhancing without
intruding on others

NON-VERBAL BEHAVIOUR
PATTERN

* Good eye contact

e Comfortable but firm
posture

Strong, steady, and
audible voice

e Facial expressions
matched to message

VERBAL BEHAVIOUR
PATTERN

e Direct but not forceful and
unambiguous language

* No attributions or

evaluations of other's

behaviour

Appropriately serious

tone

» Selective interruptions to
ensure understanding

o Use of “I" statements
and cooperative “‘we"
statements

Aggressive

Taking advantage of
others; expressive
and self-enhancing at
other’s expense

o Glaring eye contact

e Moving or leaning
too close

o Threatening gestures
(pointed finger;
clenched fist)

o Loud voice

o Frequent interruptions

o Swear words and abusive
language

o Attributions and
evaluations of other’s
behaviour

e Sexist or racist terms

o Explicit threats or
put-downs

Encouraging others to
dvantage of us;

Little eye contact
Downward glances
d posture
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