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What is Communication?
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= CommunicationsSEine process of:
conveyingnnformaiioniand
meaning

= Effiectivercommunicationpinvolves
The abilify torfiransmitsand
receive information withrarhigh
probability - thats therintended
message! Is| passed! firom' sender
10 receiver
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Is Communication an
Important Leadershi
Skill?

D
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Is Communication an
Important Leadershi
Skill?
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When you want to send
a message, what is the
first sfep you should
take?
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When you want to send a
message, what is the
first, very important,
step you should take?

Plan tnesmessage
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What Messages Should
a Leader Plan?
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What Messages Should
a Leader Plan?

= AllFMessages
—@ral}) [aCe=Io=1ac
= Oraijsielepnone
= Werilien
S onrpaper:
SE=mail
*linen review and edii: or practice
hnesachiviliesswilligreatiysenhiance
COMMUNICATIoNS: efieciliveness

(\
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= Plrposeroiimessagen(goal)?
sliorwhom(ireceiver)?

s How (imedia)?

SWhen (§iming)2

*Where (sei#ing)?

—Limit: distractions: (called noise)
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Oral Message Sending Process

Develop Rapport

===

State Communication Purpose

Transit Message

Check Understanding

Get Commitment / Follow Up
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Who Has the Primary
Responsibility to Ensure
that a Message is

Understood?
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Who Has the Primary
Responsibility to Ensure that
a Message is Understood?

=} , ,
essender
= Knowsfwhailne message: Is
Supposed iorconvey.
Dt +hie et I+ +1h-
SBUitTiistdoesniisetsine
peceiver ot iher ook
= MUST dol everyining, possible 10
inderstand received messages
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Message Receiving
rocess

IPay attention IThink UParaphrase
lAvoid distractions e 1ito after [IWatch nonverbals
[IStay tuned in listening
[Don't interrupt

[IWatch nonverbals

Ask questions

[ITake notes

[IConvey meaning
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Don't Forget to Analyze

Analyzerwnai?
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Don't Forget to Analyze

Sninkiabouisthiesmessage
liransiaienit  from symbois 1o
) _ 9

rnougni

= Words

~INUmbers

- wup}x:;

 Analyze' and Evaluate
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What is the Most
Powerful Method to
Ensure that Messages

You Send are
Understood?
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What is the Most
Powerful Method to
Ensure that Messages

You Send are
Understood?
SASKETie receiver(S)iio
parapnrase
“Whattin the worldiis
sparaphrases?
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2 Common A
Gettin
(and why

proaches to

eedback
ey don’ work)

= Sendiiihe S Giverne
eniire message eniire
andi assume’ it message
asibeen fiollowed by
conveyed with asking Dolyol
mutual

fiaveary

Understanding e tions?’
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4 Receivers feel ignorant

Reasons . .
Why Receivers are ignorant

PCOP'C Reluctance to point
Do Not out sender's ignorance

AS'S Receivers have
QUQS"'IO"S cultural barriers
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Paraphrasing Helps to
Resolve These Problems

SlinereswilIsStillRoesproblems

S BUiiwhen parapirasingis
donercorrecily.
= communicationt effiectiveness
improves: drastically

Copyright ©2004 by South-Western, a division of Thomson Learning. All rights reserved.


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Paraphrasing is
One - - -
at)
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s Eeedback

—ierprocess o verifying
messages)and determining if
objectives: arerbeing met

*Tthen what in the world is
“negative feedback:?


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Then what in the world
is "negative feedback™?
* Criticism
=~ INo onerreallyslikesscriticism
—Efffectiverieadersilearntiordeal
Vitin criticismydirected! ai’ them
Aiherbesitleadersiask fioriii;
*Iihelps  them forimprove
*INeed| ornandleremotion and

H ’ -d 1 ~ ’ -~ -l
defensiveness
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So just what is this
coaching thing all about?
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= Liffiesleague?
SNSoccer?
s Debatelieam?

INo DUt The conceprs
are much: fthe: same!.
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What is a Coach?
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What is a Coach?

- A feacher

2 Someonerwnorstiowssan
Individualiorseamsnow o
Improve skillsfand performance
- Is this ever a need in business or

other organizations?

S0) Why/ do: we! always THIfK I
jerms. of: some competitive.
aAciivityz
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lee Pr'alse Avoud Blame

Focus on
Embar'r'assmen‘r Behavior

Not the
Relaﬂonshup ‘ /' Person
Make

Feedback Don t
Timely, ~ Cr‘uhcuze

Yet FIexubIe

Modelmg and Ive Specific

Training Have Employees Fazdvus:
Assess Their

Develop

Suppor"hve Recogm‘rlon
Working

Give
Coaching

Own
Feedback Performance
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Coachitéq Feedback
vs Criticism

» Coaching feedback i= |- Criticism i-

paszd on o guod Judgmential
on riine andimakes
pelalionshiprandion T

ne folioweridoing d peopiesieel
self=assessment; or: ikeslosers:

performance: Iisis
Specific, descriptive,
andimakesipeople
freellliker winners:
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What is an effective
method of coaching?
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Job Instructional Training
(Coaching) Steps

Preparation of the trainee |

Trainer presentation of the task ||
Trainer performance of the task ||

=||
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Attribution Theory

is used to explain the
process managers go

through to determine
the reasons for ~
effective or

ineffective
performance and
deciding what: to to
about it

Copyright ©2004 by South-Western, a division of Thomson Learning. All rights reserved.

ongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Describe
Current
Performance

The .
Describe
Performance Desired

Formula Performance

Get a
Commitment
to the Change

with conflict
resolution Follow Up
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What is Mentoring?
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*UA fiorm\of coaching

2 Usuallysbeiweensaniexperienced
managersandiatvoeungimanager

=Sljordeveloprinerproieqge

= Helpstiorbuildimeniorstpoweribase
= May:berformali(assigned) or

informal

—Informal seems 1o, workbes;

= Llike: mosii relationships;, based on
chemisiry: between participanis
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What is Conflict?
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Accommodating  Collaborating
Passive Assertive
You Win, I Lose You Win, I Win

Negotiating
Assertive
You Win Some, I Win Some

Forcing
Aggressive
You Lose, I Win
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Why Should Leaders be
Concerned with Conflict?
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s Iinevitablerfaciroftliferd
leadership

S ConflicitResoluiionNsian
imporianizskilliofAleadersnip

Solwhat Js IS g
called: confilict 2
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Confilici occursiwnen o opposing
partiesthaverinteresistorgoalsi that
appearsforbenincompaiibleNdierto:

= Strongrdififerencesnnivaliues;sbeliefs,
or godis

= Compeiing)fiorresolircesfandirewards

=leadersiaciing infasmannerinconsisient;
with  thervision & goalsrofithe
organizasion
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SGaniberorganizational (work
related) or personal

=Personalfcan stari as
organizasional

= Personal 1si most difficult to
resolve
=Gan become institutionalized

2 Eiverontlongratier the protagonisis
havermoyed on

siGalse’ ofi confliciimay not-eventbe
remembered
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PossiblerPositiverEffects:

s Increasedieffort
> Suppressed| fieelingsi geili aired
s Beilterrundersianding
s Impeius for chiange
s Beltertdecision making
- Key issues surfaced
s Critical thinking stimulated
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PossiblesiNegativerEfrfects:

s Reduced productivity.
> Decreased communicaiion
*INegaiive) fieelings
- Stress
s Poorer: decision making
s Decreased’ cooperation
> Politicall backstabbing
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Conflict Mana
A vo]d]ng StY'es

= Izassive

S lgnorenty;
= [Lose-lose

agement

SNAccommodating
= Izassive

©Forcing
r\JJfJ).‘:)_) vE
=Sljorgeisownrway.
=Win=lose
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Conftlict Mana

agement
Styles

> INegotiating
= 335!7]‘/5
S IHorsesirading
- Win-win/Lose-lose
) ' e
L Collaborative
—Asseriive
= Cooperative (Active)
- Win-Win
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Initiating Conflict
Resolution Model

=11 EERlansarBCEN(Behavior)
- . — ® & * : : , - b L ;
Consequencesyeelings)isiatement: nat
, s Al > : . ) 9. L &L . I ,
mainiainsfownersnipioisinesproblem:

- A BreseniiyourrBChREstalement;
, . ) : Pele '
andiagree on fnerconiiicis

-1 10 IUASKETor, and/ori give,
alternative conflici: resolutions.

-1 S Makerantagreemeni; foricnange.
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What is a Mediator?
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S ATnediral RIPARnart VAWNo
helpsiresolvenarcontilic;

SACISIasharfaciliiaioriorigos
pelween

S Helpsitnerparties resoive
Tneirscontilich
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What is a Arbitrator?
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=" A neutiral Thirdiparty-who
makes  arbinding decision) 10
resolverar confilici;

= May:compromise

s May’chooser onersideroriihe
other

s Al growing| profession

=jop! group: lihe Eederal Mediation
and’ Gongciliation Agency
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Discussion Question 2

Whattaresthesinreesparts
o7 arwriiienroutiine?
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ASianraveragesnowamany.
words; shouldiarsentence
naveyrandsnowamany.
sentences| should there be in
drparagrapng
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Discussion Question 4

whic apersond diljyairansrare
associaied Withibeingrclose
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Whaisaresne four
guidelinespiorgeiiing
eedbackaonIMessages?
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Discussion Question 6

Whaipisis60=degree
feedbackiandsaresmany.
OrganiZaiions  using =

vAg¢
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Discussion Question 7

Snoularassupporiive
Workingrrelationsniproe

’J

aNPUCTRIeNASHIP?
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Discussion Question 8

\//'fl\/ doesy

CRITICISmMIWor AJ)
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Discussion Question 9
Areralifmanagers
MEniorsz
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Discussion Question 10

S oW AoNYOURKROWAWREN
yourareNn asconiiict?
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Whaitishtherdifference
between! functional and
dysfuinclionalfconfliciyrand
how! does' each’ affect
performance?
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Discussion Question 12

Whainssmeanisoy
GG R OWErRSIIIPROT:
IIENPIRODIENTZ.
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Discussion Question 13

Howrishine BCE
moael used?

Al
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Whathisetherdifrerence
pelweenrarmedialor-and
anrarbiiraior?
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