Internationally Educated Professionals Bridging Program "':'57-‘5

-

Introduction to Communication
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To understand how communication works
To recognize barriers to communication

To consider differences iIn communication
To assess the costs of miscommunication

To recognize the importance of audience
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« Communication is the process by which
iInformation is exchanged between a sender
and a receiver

3. MESSAGE is
Transmitted
through a
CHANNEL

I. SENDER has a thought 4. RECEIVER DECODES
2. SENDER ENCODES message
thought into a MESSAGE. 5. RECEIVER

INTERNALIZES message
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« Effective communication conveys
* The right message
* To the right person
* |In the right way
* At the right time
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* Flow

— Direction, volume, speed
 Medium

— Method, language, style, culture, assumptions
e Timing

— appropriateness
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« Communication flows downward, upward,
and horizontally

* Formal communication

— Lines of authority affect flow
* Filtering
* “mum effect’
» Conflicting roles

 |Informal communication
— Grapevine/water cooler
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ethod
« Language
« Style

e Culture

« Assumptions

Aign info.
uszing the
TAB key! memo
TO: nployes’=s NHame
FROH : our Name our
H' Initials
DATE: oday = Date 90 here

SUBJECT: ne or Two Words

Write a message to a fellow emploves explaining a
nev policy or procedure that you want carried out
in wour company. This message must be at least 4
=entences long.

Click here to add
apother person to the
conference

bbose

donanez

Vancouver Manufacturing
9102 99 Semas, Vencommr, Waskingen 3665
500) 551582 ~wwwscamplecom

erhead indicates, we have recently changed the name
from Fort Vanoouver Manufacturing to Vancouver

82n no changa in management and we will be providing

roducts and firm service on which we have built our

Je would appreciste it # you would bring
the attention of your accounts payable

‘ect them accordingly

Thank you for being cne of cur valued customers. We appreciats your
cocperation in this matter

idant, Vanamuver Manufacturind

) Zeta Bank - Document - IBM Lotus Notes.

Fle E31 Ven Create Tods Tobe Layout Wndow Heb

vetaittly] b 4 U

2 - [asr

Zeta Bank — Promotions Director

Des

ion of Responsibilities

]

Plesse

Wotks closely with  t3susl designer, 3 copyanter, andthe web master

ot the
Specific rsporsibibties
coontinators.

+ Budgeing andfinsncia eportns

Page11/1|n26Ca 1 Defout 81% DERT STO HIP

Text Propertes

© A Font




UNIVERSITE

UNIVERSITY

« Face to face communication provides more
iInformation

— Audio and visual cues - tone, facial expression,
body language

— Synchronization - immediate, two-way,real time
response

« Computer-mediated communication
— Text-based - limited to content
— Delayed and one-directional
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High

Degree of
Synchronization

Low

Face to face
@
Teleconference
e
Videoconference
o
Chat
L]
E-mail
Memo/
@ Letter
Low High

Presence of Nonverbal and Paraverbal Cues

EXHIBIT 10.7
Communication media
arranged according to
synchronization and cue
availability,

Soarce Baftes BB, Dichson MW
Sherman, MP, Bauer, CC., & LaGanke
1S (2002). Computer-mediated com-
mumcation and growp decision
making: A mela-analyss
Organcabonal Bahavior and Kumae
Decision Processes. 87, 156-179
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 Verbal

— Do you speak the same language?
« Technical terms, jargon, acronyms
 Dialect differences, vocabulary issues
— Non-verbal
* Body language
— Facial expression, gestures, gaze, touch, proximity

* Environment
— Props, artifacts, costumes
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 Gender differences

— Male vs. female speech

« Confidence, image management, questions, apologies,
feedback, ritual opposition, indirectness

« Power differences
— From the centre vs. from the edge

e Culture differences

— High vs. low context
— Non-verbal cues

« facial expression, gestures, gaze touch
— Politeness



YORK

UNIVERSITE
UNIVERSITY

EXHIBIT 10.5
High- versus low-context - Lower context Higher CONtext mmm—
cultures

Souce Nopl, DW. (1555
Mndercotoral ecoonters: The fimds
POty of M aara ComvEpas
S0, 0. X3 Englewood. Colorade
Marton Pebinnhing Corgary

Other
Northern
German North Europeans African Arab
American
Scandinavian South Southern Asian

Swiss Australian American European
Low-context cultures High-context cultures
{Information must be provided explicitly, (Most information drawn from surroundings.
usually in words.) Very little must be explicity transferred.)
* Less aware of nonverbal cues, * Nonverbal important

environment and situation » Information flows freely
* Lack well-developed networks * Physical context relied upon for
* Need detailed background information information
» Tend to segment and compartmentalize  * Environment, situation, gestures,

information mood all taken into account
» Control information on a “need to know" * Maintain extensive information

basis networks

* Prefer explicit and careful directions from
someone who “knows*
* Knowledge is a commodity
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 Never assume that

— People can read your mind (know what you mean)
— People have your expertise

— People share your beliefs

— You know the thoughts and intentions of others

— Your point of view is the only valid one
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+ Always
— Confirm understanding
— Validate assumptions
— Clarify information
— Specify consequences
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The total cost of the 12 new office chairs

Model #1234 you ordered is $2904 + HST.
A 12% discount applies.

How much does each chair cost?
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* |Is the audience ready for the communication?
* |s there enough time for the communication?
« Communicate within a reasonable timeframe

« Take some time to consider all aspects of the
communication
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N0 needs to act/react to my message?
nat does the reader know/not know?
nat does the reader want to know?

nat does the reader need to know?

nat will motivate the reader to act?
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« Communication is an interactive process
« Consider your choice of medium carefully
« Be aware of communication differences

* Recognize the importance of audience



