Understanding Behavior, 
Human Relations, and Performance

Interpersonal
Communication

Here’s the situation – Part 1

Here’s the Situation – Part 2

The Communication Process

Here’s what happens when communication collides with Internal & External Noise!

The Goals of Communication

...are to 

1. ________

2. ________ 

3. ________

Communication: the process of a sender transmitting a message to a receiver with mutual understanding.


Sender has two options after transmitting the message:

1. ________ the receiver understands (one-way communication).

2. Check to see if the ________________ by:

· Questioning

· Encouraging responses and questions

· Paraphrasing

Paraphrasing:  

Transmission Media

Oral Communications

· Face-to-face

· Telephone

· Meetings

· Presentations

Written Communications

· Memos

· Letters

· Reports

· Bulletin boards

· Posters

· Computers/e-mail

· Fax

Watch Your Personal Space!

Sending Messages

Planning the message

· WHAT is the goal of the message?

· WHO should receive the message?

· HOW will you encode the message?

· WHEN will you transmit the message?

· WHERE will you transmit the message?

The Message-Sending Process Model

Step 1:
Develop _________________
Step 2:
State the ______________
Step 3:
Transmit the message.

Step 4:
Check understanding.

Step 5:
Get a commitment and follow up.

Projective Listening

1.
Pay ___________
2.
________________
3.
Stay tuned in.

4.
__________________
5.
Watch for nonverbal cues.

6.
Ask questions.

7.
Take notes.

8.
Convey meaning.

Projective Listening  …a little more…

Analyzing

  9.
Think.

10.
Evaluate after listening.

11.
Evaluate facts presented.

Speaking





12.
Paraphrase first.

13.
Watch for nonverbal cues.

Levels of Listening

CRITICISM

Guidelines for Effective Criticism

· Be _____________!!!

· ___________________ the individual!  You have your faults too!

· ______________________________ Remember, there are different ways to approach a problem.  ________________________________________!
· Focus on performance, _______________________________________
__________________________________
· Give more praise than analysis.

· Criticism should be _____________________________!!! 

· Give specific and accurate analysis.

· Open on a positive note and close by repeating what action is needed.

· _______________________________________________________!

· .

Dealing with Emotional Employees

Understanding feelings

Feelings are subjective.

Feelings are usually disguised as factual statements.

Feelings are neither right nor wrong.

Calming the emotional employee

Never tell the employee that they shouldn’t feel the way they do.

Never chastise them for their feelings.

Never tell them that you know how they feel, because you don’t!
Empathic listening

· Don’t argue with the employee.

· Identify their feelings without agreeing or disagreeing.

· After dealing with emotions, go on to work on content.
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