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Most managers have trouble with communication. What should we consider? 

1. What is communication? 
2. How can you improve it? 
3. What is the role of ‘perception’? 
4. How about conflict? 

 
Communication comes in many forms: Written, Oral…  
 
Communication is effective when Intended meaning = perceived meeting. 
 
But we want to be efficient too! 
Email is efficient.  We can send a quick note to many people with one click. 
But email is not a very rich ‘channel’ because it is dry.  It’s just words. 
 
For important communication oral communication wins. 
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There are many ways to mess up communication: poor channel choice leads to poor communication. 
 

NOISE! 
Semantic problems 

For sale:  Large Great Dane.  Will eat anything.  Especially fond of children. 
Laundromat:   
Automatic washing machines.  Please remove all your clothes when the light goes out. 
On a Tennessee highway: 
Take notice:  when this sign is under water, this road is impassable. 
In a toilet:   
Toilet out of order.  Please use floor below. 
Message on a leaflet:  
If you cannot read, this leaflet will tell you how to get lessons. 
Seen during a conference:   
For anyone who has children and doesn’t know it, there is a day care on the first floor. 
In a health food shop window: Closed due to illness. 

Absence of feedback 
Improper channels 
Physical distractions 
Status effects 
Cultural differences 
 
 



Bafflegab! 
See overheads….  
 

Body Language! 
Another barrier to effective communication:  Failure to recognize non-verbal ques. 
 

“70% of communication is non-verbal”. 
What does this say about our addiction with email/facebook written communication? 
 

(See Paul Martin vs Stephen Harper). 
 

Physical Distractions! 
Phone rings, people drop in, lack of privacy. 
 

Status Effect! 
The effect of the hierarchy of authority on Communication.  Never criticize the boss.  Everything gets 
sanitized or filtered.  Tendency to avoid bad news. 
 

 

The fix! 
Other than writing better…… 
 
Active listening. 
Constructive feedback.  Direct, specific, 
timing, valid, small doses. 
Discipline.  A special case.  See OH. 
Office design.  Honda plant in Alliston.  
Quarry Communications. 
 
Regardless of how well you communicate, people differ.   People have different values, cultural 
backgrounds and other life history that result in perceptions that will differ.  People behave differently 
based on their perception.  Again…. 
 

Perception = Reality. 
 

Perceptual distortions:  can you match these? 

 

Term  Definition 

Halo effect:    The assignment of personal attributes to other individuals. You are 
a hard working person.  You assume everyone is. 

Selective perception:    Attribute commonly associated with a group are assigned to an 
individual. All men like to BBQ. 

Stereotype:    One attribute is used to develop an overall impression.   
Student Council President can do no wrong. 

Projection:   Tendency to define problems from one’s own point of view. 
Everything is a marketing problem. 

Conflict:  2 kinds. 
Functional/good, constructive. 
Dysfunctional/bad, distructive.  Can come from too little or too much conflict. 
 

Ways people deal with conflict:  

 Avoid: Pretend conflict doesn’t exist 

 Accommodate Smooth.  Play down differences. 

 Compete Force, superior skill or domination are used to win. 

 Compromise Each party gives up something of value. 

 Collaborate. Problem solving approach. 
 

Result: Lose-lose, Win-Lose, Win-Win 

 


