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Definitions

‘ e Communication - the process by which people convey
\‘ and receive information to and from each other
)

( \ * Decision making - a process of selecting a particular
“‘l( course of action from among the options available
A

>~ I/ * Problem solving - the activity of generating a solution

£, !0 a recognized problem
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A model of communication

/ * Figure 8.1
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Human communication

/ Figure 8.2
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Human communication within

organizations

Figure 8.3
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The two dimensions of
communications

* Figure 8.4
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T
Increasing number and complexity

/ of communication linkages
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Communications within
/ organizations

Communications in large organizations needs to be

‘\‘ managed carefully:

l + Limitation
{

“‘ k\( * Procedure
= 14" « Teamwork
7 oot
N  Automation
AN » Separation

AL
;’;4" «Jargon
N7 =2
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Communications processes

/ Communication - four general functions:
* Information processing
\‘ » Co-ordination
l ‘ * Visioning
f( ‘\ » Personal expression
A%
o ,‘, Methods of communication:
4 » Written
V< - Oral
‘(;f(:‘ * Non-verbal
¥ ) . .
J;{,‘z’ Electronic
N
XA
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The manager’s communication
/ network

* Figure 8.6
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T
Seating arrangements for effect

/ * Figure 8.7
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s
Non-verbal communications

/ Table 8.2
l ‘\‘ Body languags Touching, eye cortact, gsstures, dress, efc.

y Paralanguags Voice tone, spaed, pitch, etc.
' ‘ ‘\ Proxemics Seating amangements, parsond distance, managament of

personal spacs, etc.

)
; ' Erwironmental Room dseign and facifties, etc.
- Termporal Tha use of time to create effect and influsnce

g ":‘.l’ s
WSS
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T
Listening Skill Sets

 Table 8.3

A posture of invalvemeant
ropnate body motion
‘\ Artending skillz App =

/ Eye contact
( Nondistracting ernironment
‘ { ‘\ Docr opensrs
b 4 ¢ Minimal encouragsrs
/‘ [ Following =kile :
} Infraquent questions
s 7 / Attertive silence
e Paraphrazing
v//, . .
I 7/ Reflecting feelings
% “I’ Reflecting skillz i :
“ /f » g Reflacting maanings
/‘ "‘/ 7, Summative reflactions
2,
""'l
(}v'.'?‘ Source: Baken, 1070,
127 %>
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Guidelines for providing effective
/ interpersonal feedback

*Table 8.4

Bz gpecific and dirsct
\ O YOUr Messsds

Support wour carmiments with eviderncs

( \ Separate the issues from the persan
‘ ‘ ‘ Focus on behaviours that the person can do 2omething about
) f Consider 'sandwichira' difficult messsgss bebwesn maore positive ones
/‘“ Trzat feslirgz &3 real

<7 4 Check for clarity, both of cther’ behaviour and of your feedhack

,_‘ Delver feedbeck closs to cooumence

‘v/;’ KMaks aure that receiveris open for feedback — never force imtsrpersonal feedback on others

A~

“I’ == an authentic manner of delieery
‘ “ Show respect!
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Guidelines for receiving
interpersonal feedback
/ *Table 8.5

» Be open to the value that any Eedbsck can provids
Pregara to be op=n for difficuk fesdbeck

Taks rotes of feedbeck and of your initial resctionz

(‘ ‘\ Ba alart for ard avcid defensiveneszs
‘ ) Lizter carafully

{
// i Cio not start to argue — this iz not the ime and plece for amgumenits ard influencing
} sttermpts
— /' / Azk clarifying questionz
P S Spesk up if your Irmit for fesdbeack iz resched
“/,' Showw appreciation for the gift of leedback {sven — or especially —for measaoges that are
s ‘/ dificult to accept)
(\SE
Be respeciil
AN
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— The Johari Window and the
processes for increasing awareness
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— The Johari Window and the
processes for increasing awareness

F/ (2)

\ Figure 8.8b
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Factors influencing decision

/ processes and outcomes
*Figure 8.9
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Decision making models

/ - Programmed and non-programmed decision making

‘  Rational model

/
"‘ ‘\ » Bounded rationality model
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Heuristics

/ Heuristics refer to mental shortcuts or cognitive ‘rules of thumb’
Judgemental heuristics, biases and errors:

. «availability heuristic

srepresentativeness heuristic

{
“‘ k\ eprospect theory

/" endowment effect
) eanchoring and adjustment effects
4 sillusion of control
‘713,, *hindsight bias
‘(A‘gﬂ' «implicit favourite bias
2 WA 7 *nonrational escalation of commitment

For use with Organizational Behaviour and Management
~% SOUTH-WESTERN by John Martin and Martin Fellenz
oL CENEAEE LR 1408018128© 2010 Cengage Learning




Group-level decision making

Concordet Jury Theorem

Concordet’s Paradox

< 97

Group polarization (risky shift phenomenon)

4
N

Groupthink
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Symptoms of Groupthink

*Table 8.6

llusion of rmdnersbiity  Group members bacome overdy optimistic and convinced of the group's invulnsrabilty.

Collective Any evidence or suagsstion contrary to the accepted thinking is conclsively countersd
rationalzation imespective of the relative merit of the challenging arguments.
l Moral supsricrity belisfe  Shared belisf in the mora comectnsss of any accapted group decizion.
( Stersotypirg of othars  Individualz or groupes with opposing pornts of view ars frequently stersctyped az weak,
{ stupid or &il, and information from theze sources iz automaticaly dizregarded a2
imslevant, contaminated or insigrificant.
b ( Fressume on dissentsrs  Strong enforcement of complances and consant through social control in ways that
/ [ prosids the sppesrance of free spesch while preventing active considsration of the views
) exprassed.
- Self-censorship Members of the group 2alf-cenzor their contributions and increasingly their thoughts to
/‘ hide doubtz and protect group cohesion. Individuals may engags in this dalbsrately for
T imags-managament purposes.
‘/ o llusion of unanimity Members mistake siencs for agreemeant and oversstimate actud agresemeant among
» v/ members.
7 "I Z Emeargence of mind- Informal mindguards to filter information flows and to protect the group from adverss
‘ / 7 ‘ Quards comment. Collective responsbiity is invokad as pustfication for supporting a decision and
4 ’ ( ‘ to marginalze any dizsant.

=77 Source: Janis, 1032
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T
Preventing groupthink

/ * Figure 8.10
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Improving decision making within
/ groups and teams

« Janis (1982, 1989; Janis & Mann, 1977) suggests a decision making

approach involving:
\ — ldentifying decision objectives and the requirements that make the
{ decision successful

f \ — Developing as complete a set of well-defined options
““ ( — Searching out extensive information regarding the relative merit of
/‘ ‘ different options
s ,‘ — Engaging in critical and reflective assessment of the options
ﬂ — Reconsidering and re-examining all the pros and cons of the
;‘7’ alternatives
7 ;\",{ — Assessing and if possible improving the costs, benefits, and risks
‘Afa\ associated with the preferred choice.
,’,‘;" — Developing implementation plans, monitoring of progress and
’»,‘ " appropriate action of risk factors interfere with decision implementation
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Improving decision making within
/ groups and teams

 Devil’'s advocate

\‘  Dialectical Inquiry
l

4 « Reflexivity
‘(4‘\ - Production paradox
/“‘, » Brainstorming
¥, + Nominal Group Technique
L, « Delphi Technique
% * Stepladder technique
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Models of organizational decision
making

Management science model
Carnegie Model

Incremental Decision Making Model (science of muddling through)

Garbage Can Model
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T
Daft’s Contingency Framework for

/ Using Decision Models
* Figure 8.11
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Conditions regarding technical
knowledge and goal consensus

* Figure 8.12
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