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To Benjamin Hynes Guller and Aaron Hynes Guller—
The next generation of excellent communicators.
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Preface

The first edition of this textbook was published in 1994. The authors
were Larry Smeltzer and Don Leonard. I was an early adopter. I had
been looking for a graduate-level text that presented a balanced
approach to workplace communication and that was written for man-
agers. When the publisher, Irwin (now McGraw-Hill), asked me to
write a review of the new book, I responded, “I'm excited about this
book for three reasons: (1) it provides comprehensive coverage of
current issues, (2) it’s written for and about business professionals,
and (3) it gives equal attention to oral and written communication
skills.”
The strengths of the first edition made it stand out in the field:

* A strategic approach.

* A solid research base.

¢ A comprehensive range of topics.

¢ An even-handed examination of oral and written channels.
¢ A focus on managerial rather than entry-level competencies.

Those unique qualities are still present in the third edition. Truth is
truth. It doesn’t change with the times. My goal was to preserve the
book’s strengths while bringing it into the early 21st century workplace.
To meet the needs of a busy contemporary manager, I streamlined and
condensed the chapters. I added content reflecting current business prac-
tices such as casual dress codes, new titles for executives, and the ubiqui-
tous reliance on teams. And I deleted references to characters in
television sitcoms that are no longer on the air.

The reality is that an effective manager in today’s workplace must
possess a wide range of skills. While being accountable to an executive
board and a customer base, managers must be able to handle subordi-
nates and cross-functional teams with diverse backgrounds, interpret
complicated rules, and meet sometimes unclear organizational expecta-
tions. Since these advanced abilities don’t necessary come from prior
work experience, communication education is a vital component in man-
agerial development.

While working on the third edition, I thought of a story told by
Gore Vidal. Seeing his friend, Tennessee Williams, revise an already pub-
lished short story, Vidal asked why he was still working on it. Williams
responded, “Well, obviously it's not finished.” This textbook isn't either,
but I hope it’s getting better.



vi Preface

NEW TO THE THIRD EDITION

* A focus on skills and strategies that managers need in today’s work-

place. For instance, students will learn how to conduct an employment
interview, how to detect deception through nonverbal behaviors, how
to negotiate, how to mediate conflict, how to conduct virtual meetings,
and how to choose the best channel for their audience and purpose.
More coverage of high-tech communication media such as e-mail,
electronic meetings, videoconferencing, Web resumes, and Group
Ware for collaborative writing.

Content that is organized and packaged for a single semester. By
retaining only the most current and critical topics, the length of the
book has been reduced to 14 chapters—without compromising
integrity.

References throughout the book to managing and capitalizing on the
advantages of a multicultural work force.

— Geraldine E. Hynes



Acknowledgments

Most importantly, I wish to acknowledge Larry Smeltzer and Don Leonard,
who pioneered this textbook. I now understand the enormity of the task
they undertook. They accomplished it with competence, grace, and profes-
sionalism. They have my deepest respect.

Second, I wish to acknowledge the McGraw-Hill staff who supported
my efforts. Doug Hughes, sponsoring editor, believed in this project before
I did. Megan Gates, editorial assistant, held my hand and kept me from
stumbling as I lurched down the path to completion. Dave Fosnough, field
sales supervisor, first introduced the textbook to me in 1993. Then he intro-
duced the concept of the second edition to me in 1999. His persistence
brought rejuvenation.

Finally, a special thanks goes to my students, because they are dedi-
cated to improving their managerial communication skills and strategies,
and because they believe that I can help them do it. This book is for you.

— Geraldine E. Hynes

vii



Brief Contents

PART ONE PART FOUR
Managing in Contemporary Interpersonal Communication
Organizations 1 Strategies 215
1 The Role of Communication in 10 Conflict Management 217
Contemporary Organizations 3 12 Conducting Interviews 256
2 The Managerial Communication
Process 28 PART FIVE
3 Technologically Mediated Group Communication
Communication 50 Strategies 285

13 Managing Meetings and
PART TWO Teams 287

Managerial Writing Strategies 71 14 Making Formal Presentations 308
4 Contemporary Managerial

Writing 73 INDEX 333
Routine Messages 102

6 Management Reports and
Proposals 127

PART THREE

Strategies for Understanding
Messages 153

7 Managerial Listening 155
8 Nonverbal Communication 177

9 Intercultural Managerial
Communication 197

viii



Table of Contents

PART ONE
MANAGING IN CONTEMPORARY
ORGANIZATIONS 1

Chapter 1
The Role of Communication in
Contemporary Organizations 3

A Brief Historical Overview of Managerial
Communication 4
Management Communication in Ancient Times 4
The Industrial Revolution and Scientific
Management 5
The Administrative Approach 6
The Human Relations Approach 8
The Behavioral Approach 11
Empowerment 12
The Contingency Approach to Management
Communication 13
Contemporary Dynamics Affecting
Communication Contingencies 14
Diversity 14
Competition and the Drive for Quality 17
Ethics 19
The Transition 21
Summary 22
Cases for Small Group Discussion 22
Endnotes 25

Chapter 2
The Managerial Communication
Process 28

Levels of Managerial Communication 29
A Strategic Approach 29
The First Layer 30
The Second Layer 31
The Third Layer 34
Feedback and Measures of Effectiveness 40
Critical Errors in Communication 40
Assumption-Observation Error 41

Failure to Discriminate 41

Allness and the Process of Abstraction 43
Summary 44
Cases for Small Group Discussion 45
Endnotes 48

Chapter 3
Technologically Mediated
Communication 50

A Framework for Using Technologically
Mediated Communication 51
Bandwidth 51
Perceived Personal Closeness 53
Feedback 54
A Symbolic Interactionist Perspective 55
Matching Technology and the Message 56
Message Sensitivity 57
Message Negativity 57
Message Complexity 58
Message Persuasiveness 59
A Look to the Future 60
Technology Proliferation 60
Decision Making 61
Job and Organizational Design 62
Collaboration Writing 63
The Management Challenge 64
Summary 66
Cases for Small Group Discussion 66
Endnotes 68

PART TWO
MANAGERIAL WRITING
STRATEGIES 71
Chapter 4

Contemporary Managerial
Writing 73

Collaborative Writing 74

Advantages of Collaborative Writing 74 ix



x Contents

Disadvantages of Collaborative Writing 75
Guidelines for Effective Collaborative
Writing 76
Unique Role of Managerial
Writing 76
Stage One: Planning 78
What? 78
Why? 78
Who? 79
When? 79
Where? 80
How? 80
Stage Two: Composing 80
Selecting Words 81
Organizing Words for Effect 90
Stage Three: Revising 94
Summary 95
Case for Small Group Discussion 96
Endnotes 99

Chapter 5
Routine Messages 102

Audience Adaptation 103
You Attitude 103
Strategies 105
Direct Strategy 105
Indirect Strategy 106
Specific Types: Direct Messages 108
Inquiries and Requests 109
Positive Responses to Inquiries
and Requests 110
Claim Letters 111
Positive Responses to Claims 113
Specifi¢ Types: Indirect Messages 114
Negative Responses to Inquiries 114
Refused Claims 116
Persuasive Messages 117
Internal Correspondence 119
Format 119
Uses 120
Types of Memorandums 121
Political Uses in Business 122
Summary 123
Cases for Small Group Discussion 123
Endnotes 126

Chapter 6
Management Reports
and Proposals 127

The Report Writing Process 128
Groundwork 128
Classification of Reports 129
Strategic Considerations 129
Format 130
Arrangement of Points 131
Organization of the Body 131
Headings 132
Transitions 134
Memo and Letter Reports 134
Memo Reports 134
Letter Reports 136
Elements of the Formal Report 137
Front Matter 137
The Report Proper 139
Back Matter 142
Visual Aids 143
General Rules 143
Pie Charts 144
Bar Charts 145
Line Graphs 146
Tables 147
Summary 148
Cases for Small Group Discussion 149
Endnotes 151

PART THREE
STRATEGIES FOR

UNDERSTANDING MESSAGES 153

Chapter 7
Managerial Listening 155

Benefits of Listening 155
Barriers to Listening 156
General Techniques for Listening 159
Specific Techniques for Active
Listening 161

Identify the Main and Supporting

Points 162

Organize the Message 162

Summarize the Message 162



Visualize the Message 163
Personalize the Message 163
Take Notes 164
Specific Techniques for Interactive
Listening 164
Open—Closed Questions 165
Primary-Secondary Questions 165
Neutral-Directed Questions 166
Listening to Informal Communication 166
Listening to the Total Environment 168
Developing a Listening Climate 169
Micro Listening Climate 170
Macro Listening Climate 171
Summary 172
Cases for Small Group Discussion 173
Endnotes 175

Chapter 8
Nonverbal Communication 177

Importance of Nonverbal
Communication 178
The Functions of Nonverbal Cues 179
Movement 182
Spatial Messages 184
Spatial Zones 184
Spatial Differences 186
Strategic Use of Space 187
Personal Appearance 188
Voice 189
Nonverbal Signs of Deception 190
Baseline 190
Movement 191
Dress 191
Personal Space 192
Voice 192
Summary 193
Cases for Small Group Discussion 193
Endnotes 195

Chapter 9
Intercultural Managerial
Communication 197

What Is Culture? 199
Intercultural Myths 199

Contents  xi

Some of the Ways in Which We
Differ 201
Should You Learn the Language? 204
Nonverbal Sensitivity 205

Greetings 205

Dress 205

Space, Touch, and Posture 206

Gestures 206

Food 206

Gifts 207
What Is a Good Intercultural
Communicator? 208
Developing Intercultural Managers 209
Summary 210
Cases for Small Group Discussion 211
Endnotes 212

PART FOUR
INTERPERSONAL
COMMUNICATION
STRATEGIES 215

Chapter 10
Conflict Management 217

Benefits of Conflict 218
The Relationship Between
Communication and Conflict 218
Sources of Conflict 220

Conflict and Perception 221
Strategies in Conflict Resolution 223

Avoidance 223

Accommodating 224

Forcing 225

Compromise 225
Problem Solving: The Win-Win
Strategy 226

Description of the Strategy 226

Beliefs Necessary to Implement the

Strategy 227

Implementing the Strategy 229
Conflict and Management Success 231
Summary 231
Cases for Small Group Discussion 232
Endnotes 233



