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| 15 Effective Communication in Organizations

The Nature and Importance of Communication

Communication is the transfer and understanding of meaning from one entity to another. In an
organizational setting, effective communication serves as the operational connective tissue linking
strategy formulation to physical front-line execution. It operates through a systematic baseline
framework known as the Communication Process Model, consisting of a Sender who encodes a
concept into a Message, transmits it through a selected Channel to a Receiver, who then decodes the
message and returns verification via a Feedback Loop. Throughout this entire journey, the information is
continuously vulnerable to structural or psychological noise distortions.

Barriers to Effective Organizational Communication
Friction within communication networks originates from multiple transactional and behavioral filters:

* Filtering: The deliberate manipulation of information by a sender so it will be viewed more favorably
by the receiver (e.g., a supervisor concealing negative quarterly metrics from a vice president to
avoid personal blame).

« Selective Perception: Receivers programmatically see and hear messages based on their personal
needs, motivations, backgrounds, and unique psychological characteristics. They interpret data
selectively to match their existing worldviews.

* Information Overload: Occurs when the structural volume of incoming data exceeds an individual's
finite cognitive processing capacity. When employees face endless emails, messages, and reports,
they tend to drop, ignore, or misinterpret core pieces of data.



» Emotional Interference: The psychological state of a sender or receiver at the moment of
communication significantly skews message interpretation. Extreme anger, high corporate anxiety, or
defensive cognitive states distort rational decoding parameters.

» Semantic and Language Barriers: Words hold different contextual meanings for different people.
The use of specialized corporate jargon, complex technical terms, or acronyms can create confusion

across cross-functional or diverse teams.

« Communication Apprehension: A localized psychological anxiety that blocks individuals from
engaging in direct face-to-face or interactive vocal dialogues, causing them to rely heavily on text
formats even when direct talk is required.

Technology and Channel Richness

Modern collaborative technology platforms have accelerated message transmission speeds while
altering the fundamental depth of corporate communication. Channels are audited based on their
**Channel Richness*™—the capacity of a communication medium to handle multiple cues
simultaneously, facilitate rapid feedback loops, and establish personal connection:

The Channel Richness Scale:

* High Richness Channels (Face-to-Face Dialogue, Video Conferencing): Transmit
vocal tones, immediate physical gestures, and facial expressions alongside words,
facilitating instant error correction and high socio-emotional clarity.

» Low Richness Channels (Bulk Corporate Memos, Generic Reports, Automated
Emails): Transmit raw text data alone. They are effective for broad, quantitative
records but poor for complex, ambiguous, or emotionally sensitive organizational
messaging.

Non-Verbal Communication Dynamics

A substantial portion of organizational meaning is transmitted without written or spoken words. Non-

verbal communication includes the following dimensions:

« Kinesics: The study of body language, postures, physical gestures, and eye contact. A manager
who crosses their arms tightly while saying "l am open to your feedback" sends a conflicting
psychological signal that creates employee distrust.



* Proxemics: The operational use of physical space in structural interactions. The distance
maintained during a discussion or the physical layout of an office (e.g., a massive desk separating a
boss from a subordinate vs. sitting side-by-side) communicates status and accessibility.

» Paralanguage: The non-verbal elements of speech, such as vocal tone, pitch, pacing velocity, and
emphasis patterns. *How™ a sentence is stated can completely invert the literal textbook meaning of

the spoken words.

| 16 Conflict and Negotiation

The Evolution of Conflict Thought
Organizational theory views conflict through three distinct lenses over time:

1. The Traditional View: Assumed all conflict was inherently destructive, signaled a structural

breakdown in management control, and must be completely avoided.

2. The Human Relations View: Argued that conflict is a natural, inevitable outcome of bringing
individuals together in collaborative groups and should be accepted as a standard part of life.

3. The Interactionist View: The contemporary perspective, which asserts that minimal, managed
levels of conflict are necessary to prevent a team from becoming stagnant, apathetic, and non-
responsive to competitive market shifts. Conflict is divided into *Functional Conflict* (which supports
group goals and optimizes performance) and *Dysfunctional Conflict* (which creates friction, limits

communication, and stalls project completion timelines).

Root Causes of Organizational Conflict
Conflict originates from identifiable structural design faults and personal differences:

* Resource Scarcity & Interdependence: When separate departments must compete for a fixed
pool of capital, talent, or equipment, friction arises naturally. The conflict intensifies if Department A

cannot complete its tasks until Department B delivers its output.

» Goal Incompatibility: Structural designs often pit departments against each other. For example, a
sales team is incentivized to maximize volume by promising custom features, while the production

team is incentivized to minimize operational costs through rigid standardization.

« Jurisdictional Ambiguities: A lack of clear boundaries regarding task ownership, decision rights,

and lines of authority creates gray zones where political infighting occurs.



* Personality and Value Incompatibilities: Deep personal differences in communication styles,
values, backgrounds, and personal prejudices create friction that can turn technical disagreements

into personal animosity.

Principles of Negotiation

Negotiation is a process in which two or more parties exchange goods or services and attempt to agree
on the exchange rate for them. There are two primary bargaining strategies:

Bargaining Distributive Bargaining (Fixed . . . .
. Integrative Bargaining (Win-Win)
Feature Pie)
Core Zero-Sum game: Every rupee Non-Zero-Sum game: Both parties
Philosophy gained by Party A is a direct loss to collaborate to expand the pie for mutual
Party B. benefit.
Primary Focus Defending personal positions and Understanding underlying interests and
claiming maximum value. creating shared value.
Information Guarded and highly secretive to Open, transparent sharing of needs,
Flow maintain bargaining leverage. pain points, and motivations.
Relationship Short-term tactical focus; less Long-term strategic focus; prioritizes
Outlook concern for long-term goodwill. building ongoing trust.

The Systematic Negotiation Process Plan

Professional business negotiations follow five sequential operational phases:

1. Preparation and Planning: Researching the conflict, mapping variables, and
isolating your **BATNA** (Best Alternative to a Negotiated Agreement). Your BATNA
defines your lowest acceptable value threshold before walking away.

2. Definition of Ground Rules: Establishing initial operational boundaries, locations,
timelines, and procedural guidelines with the opposing party.

3. Clarification and Justification: Presenting, amplifying, and structurally explaining
your initial demands neutrally to ensure mutual understanding.



4. Bargaining and Problem Solving: The core transactional phase. Both sides
engage in give-and-take concessions to build a mutually acceptable agreement.

5. Closure and Implementation: Formalizing the negotiated agreement into legal
contracts, actionable project files, and clear performance tracking frameworks.

| 17 Understanding Organizational Culture & Managing
Organizational Change

Understanding Organizational Culture

Organizational Culture refers to a system of shared meaning held by members that distinguishes the
organization from other organizations. It represents the institutional rules, values, ceremonies, and
unwritten behavioral codes that dictate how things are done. Culture acts as a social glue that
establishes organizational boundaries, conveys a sense of identity, facilitates commitment to a purpose
larger than individual self-interest, and stabilizes the social system.

Managing Organizational Change (Kurt Lewin’s Model)

Organizational change is the modification of structural configurations, technical operational paradigms,
or human behavioral patterns within an enterprise. To execute change successfully, organizations use

**Kurt Lewin’s classic Three-Step Change Framework**:

Step I: Unfreezing the Status Quo Before a new habit can be adopted, the old
equilibrium must be disrupted. This requires unfreezing the current state by increasing
the driving forces (which direct behavior away from the status quo) and decreasing the
restraining forces (which hinder movement from the existing equilibrium). Management
must clearly demonstrate the operational necessity for change to break through
individual complacency.

Step II: Movement to a New State The transitional implementation phase. The
organization alters its processes, software tools, structural reporting hierarchies, or
product lines. This requires clear direction, active employee training, and ongoing
management support to guide staff through the psychological anxiety of learning new

workflows.



Step lll: Refreezing the New Equilibrium To prevent employees from sliding back into
old, comfortable habits, the new state must be structurally frozen. This is achieved by
anchoring the changes into formal corporate policies, performance reward systems,

organizational culture metrics, and operational audits.

Root Causes of Resistance to Change

Resistance is a natural human reaction to change. It originates from individual psychological needs and
organizational inertia:

* Individual Factors: Habit and cognitive preference for routine, fear of the unknown, economic
anxiety (worrying that new processes will lead to demotions or layoffs), and selective information
processing that blocks out change benefits.

» Organizational Factors: Structural inertia built into rigid systems, group norms that resist change,
threats to specialized employee expertise, and disruptions to established institutional power and

resource allocations.

Mitigation Strategies for Change Managers

Organizations deploy targeted interventions to reduce resistance and build alignment:

Strategic Change Interventions:

« Education and Communication: Sharing open, transparent data regarding the
operational "why" behind the change to clear up rumors and reduce fear.

« Participation and Involvement: Bringing employees into the design phase of the
change process. It is psychologically difficult for individuals to resist a transformation
they helped design.

» Facilitation and Support: Providing extensive technical training, counseling, and
performance padding during the initial learning curve to ease operational anxiety.

* Negotiation and Co-optation: Offering structural trade-offs to powerful resistant
factions, or bringing key informal leaders into the change committee to win their

endorsement.



| 18 Effective Feedback and Performance Communication

The Importance of Feedback in Organizations

Feedback is the structural transmission of descriptive data regarding an individual's performance output,
behavioral alignment, or operational results, delivered back to the source actor. In modern
organizational behavior, feedback functions as a key tracking metric. According to **Locke’s Goal-
Setting Theory**, goals optimize human effort far more effectively when accompanied by robust,
continuous feedback loops. It serves several critical purposes:

» Behavioral Alignment: Pinpoints gaps between actual performance and organizational standards,
allowing employees to adjust their efforts before formal reviews.

* Boosting Self-Efficacy: Objective, constructive feedback loops reinforce personal competence,

increase motivation, and reduce workplace anxiety.

« Strategic Synchronization: Ensures that day-to-day individual employee tasks remain aligned with
the long-term goals of the enterprise.

| 19 Constructive Feedback Techniques

Delivering feedback effectively requires structured, objective communication techniques that focus on
observable metrics rather than personal traits.

I. The SBI Feedback Model (Situation-Behavior-Impact)

The SBI framework removes subjective bias and personal attacks from performance discussions,

anchoring the conversation in factual, non-defensive observations:

» Situation: Define the exact temporal and physical context of the event.

Example: "During yesterday morning's client presentation at 10 AM..."

» Behavior: State the exact, observable actions of the individual without introducing personal
evaluation.
Example: "...you interrupted the client three times before they finished explaining their technical
requirements."



« Impact: Explicitly explain the logical consequence resulting from that specific behavior.
Example: "...this caused the client to become defensive, and they chose to stop sharing their
workflow details, which delayed our project timeline."

Il. The Radical Candor Framework (Kim Scott)

This model maps performance communication across two primary axes: Caring Personally and

Challenging Directly. It isolates four behavioral communication zones:

 Radical Candor (The Optimal Zone): Occurs when a manager cares deeply about the individual's
long-term growth while delivering clear, direct, and unvarnished performance feedback.

* Ruinous Empathy: Occurs when a manager cares personally but fails to deliver critical feedback to
avoid causing immediate emotional discomfort. This keeps the employee unaware of performance
deficiencies, hurting long-term development.

* Obnoxious Aggression: Delivering direct feedback without any personal regard or empathy,

resulting in defensive employee reactions and toxic team cultures.

» Manipulative Insincerity: Offering passive-aggressive, insincere praise to someone's face while
withholding critical insights, usually driven by a manager's desire to avoid difficult conversations.

| 20 Strategic Internal and External Communication — Need &
Importance - Features

The Need and Importance of Strategic Communication

Strategic communication is the purposeful use of communication by an organization to fulfill its long-
term mission. It requires coordinating internal interactions (with employees) and external interactions
(with clients, shareholders, and media) to maintain message alignment, manage organizational
reputation, and sync operational goals.

Core Features of Strategic Communication

* Proactive Consistency: Ensuring the organization speaks with a unified voice across all
platforms, preventing conflicting messages.




» Target Audience Calibration: Tailoring message templates, tones, and channels to the
specific needs and vocabularies of distinct stakeholder groups.

- Bilateral Multi-directional Flows: Moving beyond simple top-down broadcasts to include
functional channels for bottom-up and horizontal dialogue.

| 21 External Communication Strategies

External communication governs the transmission of messages from the organization to its outer

environment. Key strategies include:

* Public Relations (PR) & Reputation Management: Managing media relations and crafting
corporate announcements to build and protect brand equity.

* Crisis Communication Protocols: Pre-designed, highly procedural plans used during critical
failures (e.g., product recalls, data breaches). These rely on speed, transparency, centralized
messaging from a single spokesperson, and clear corrective action plans to preserve public trust.

* Investor and Stakeholder Relations: Regular, regulated reporting (e.g., quarterly earnings
disclosures, annual shareholder presentations) that provide clear, accurate metrics to financial
markets.

| 22 Internal Communication Planning

The Architecture of Internal Information Flow
Internal communication planning structures how information moves across the organizational hierarchy:

- Downward Flow: Top-down messages (e.g., strategic directives, corporate policies, town halls) used
to align teams with senior management's vision.

» Upward Flow: Bottom-up messages (e.g., feedback loops, grievance logs, open-door reviews) that
inform executive leadership of front-line challenges.

» Horizontal Flow: Lateral peer-to-peer interactions across separate departments, vital for cross-
functional project collaboration and breaking down operational silos.



Step-by-Step Internal Communication Campaign Plan Template

When executing major transformations or rollouts, change managers build a structured internal

communication plan:

1. Audience Segmentation: Slicing the internal workforce by department, role, or tier to deliver

tailored messages.

2. Core Message Formulation: Defining clear, plain-language value propositions that explain the

operational change and its impact.

3. Omnichannel Selection Matrix: Deploying an optimal mix of high and low-richness mediums (e.g.,

town halls for vision alignment, intranet wikis for technical documentation).
4. Timeline & Cadence Scheduling: Mapping out delivery milestones to prevent information overload.

5. Feedback Loop Integration: Creating designated channels (e.g., anonymous surveys, Q&A
boards) to collect employee feedback and adjust strategies in real-time.

End of Module 4 - Subject: Organizational Behaviour
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