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PREFACE

As Americans have become more concerned with declining productivity in
the workplace, the importance of communication skills to individual and
organizational productivity has received renewed interest; and the produc-
tivity of an organization begins, of course, with the productivity of its
individual members. Managers and employers who are skilled communi-
cators have fewer misunderstandings, make fewer mistakes, create less
waste, and are able to deal with disagreements among employees and be-
tween management and employees more effectively. Thus they are more
productive.

This third edition of Communicating for Results is still directed at those
who are interested in self-improvement. It is designed to introduce needed
communication skills to students with very little work experience, to im-
prove the communication skills of entry-level managers and employees,
and to serve as a reference book for experienced professionals who wish to
refresh or update their communication skills.

Emphasis is given to interpersonal and organizational, interviewing
and group, and public communication skills. Interpersonal/organizational
skills include decreasing misunderstandings with others, organizational
theory, giving clear instructions, improving listening, interpreting and us-
ing nonverbal communication, and improving communication and rela-
tionships with bosses, employees, and customers. Interviewing and group
skills include conducting or participating in interviews of various types,
knowing what questions are unlawful in pre-employment interviews, con-
ducting and participating in conferences, making decisions in small groups,
and handling conflict. Public communication skills include giving individual
or team informative or persuasive presentations to employees, managers,
or groups inside or outside the organization; using effective organization
and delivery techniques; and preparing professional visual aids.

Although the chapters in this book may be read in any order, they are
organized so that each chapter builds on the skills taught in those preceding

Xiv



PREFACE yy

it. The skills are discussed in a practical manner and lend themselves to
immediate application. In other words, what is read today can be applied
at work tomorrow. Activities at the end of each chapter suggest ways for
the reader to practice new skills and techniques. We suggest the Instruc-
tor’s Manual for additional application activities.

It is our hope that the reader will find this book valuable enough to
add to his or her personal library, for not only is the book skill(s)-oriented,
but it also includes the theoretical basis for each skill.

The third edition still has the same number of chapters in the same
order as the last edition with one major exception — the chapters on speak-
ing have been reorganized into separate chapters for informative and per-
suasive presentations. The chapter on organizational theory should now
be easier to read and, with modern examples, more applicable. In addition,
there are several new or expanded sections:

Avoiding environment and noise problems
Developing and maintaining interpersonal relationships
Gender differences in communication
Counseling and group interviews

New sample resume

Making professional text and graphic visual aids
Eight pages of color computer graphics
Suggested computer graphics software

Sample informative and persuasive presentations
Successful introductions and conclusions

New examples and exercises

0 0 0O0goooogoganon

For their helpful reviews and suggestions we would like to thank the
following people from the business world: Doris S. Redd, Productivity
Coordinator, and Howard D. Hamilton, Supervisor, Material Services —
both from a major aerospace corporation; Patricia Wade, neurobiolo-
gist at Rockefeller University; Susan Hagar, engineer with the Environ-
mental Protection Agency; and Dan Peoples, senior writer for Wicks
Companies, Inc.

We also benefited from the advice of the following people from the
educational world: Ruth D. Anderson, North Carolina State University;
Michael Laurie Bishow, Indiana-Purdue University; Pat Brett, Emory
University; Ann Cunningham, Bergen Community College; Lawrence
Hugenberg, Youngstown State University; J. Daniel Joyce, Houston Com-
munity College; Donovan J. Ochs, University of Iowa; Robert Sampson,
University of Wisconsin; Paul Scovell, Salisbury State College; Gary Shul-
man, Miami University; Tyler Tindall, Midland College; Rona Vrooman,
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Old Dominion University; John L. Williams, California State University;
and Thomas Wirkus, University of Wisconsin.

The staff of Wadsworth Publishing Company has been extremely
helpful, particularly Kris Clerkin, editor; Michael Oates and Donna
Linden, production editors; James Chadwick, managing designer; and
Steve Bailey, copy editor.

We would also like to give a special thanks to Charles Conrad, Uni-
versity of North Carolina at Chapel Hill, for his help and advice on the
organizational chapter; Edward T. Hall for his suggestions on the three
levels of culture; Dan O’Hair and Blaine Goss, New Mexico State Uni-
versity, for writing the listening chapter for the second edition; Howard
Hamilton and Jon Thompson for the title; Doyle D. Smith for co-author-
ing the first edition with us; and the communication and business students
from our many classes and seminars for their helpful advice.

Cheryl Hamilton
Cordell Parker
Fort Worth, Texas
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THE COMMUNICATION PROCESS:
AN INTRODUCTION

People who understand how communication functions

in a business, who bave developed a wide repertory of

written and oral communicative skills, and who bave

learned when and how to use those skills seem to advance

more rapidly and contribute more fully to their

organizations than people who have not done so.!

CHARLES CONRAD, The Untversity of North Carolina at Chapel Hill



