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INTERPERSONAL COMMUNICATION IN THE WORKPLACE:
How to Foster Better Relationships and Improve Productivity

Chapter 6: Interpersonal Communication at Work
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Intended Learning Outcomes

1.
2.

\

After studying this chapter, you should be

able to:

Define interpersonal communication.
Describe different kinds of workplace
relationships.

Explain the difference between
professional and personal
communication.

Discuss professional etiquette in the

workplace.
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(" A . . . . )
« You will find that many successful companies remain so because they listen to their customers,
employees, and the general public.
« Interpersonal communication at work occurs among supervisors, subordinates, coworkers, and
customers.
« Beyond policies about appropriate relationships in the workplace, employees sometimes have
. problems communicating with clients as well as coworkers. )
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develop and foster throughout your career if you wish to achieve professional excellence.

- Interpersonal communication, the cocreation of meaning as people interact, is a powerful skill that will
help you develop in the workplace.

« Interpersonal communication is dyadic, meaning it occurs in dyads (two people). Through these dyads,

you'll make connections with others and come to establish a network of professional relationships.

. . . c s . )
« Interpersonal communication, also referred to as people skills or soft skills, is an area you will need to
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« We describe interpersonal communication as work because it's something you must always be aware

of and always seek to improve.

« There’s always a need to connect and relate with others, whether they're our coworkers, leaders, or
clients.

« Further, interpersonal communication skills are not just about developing relationships or getting

along with others. You will also encounter difficult people and conflict.
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Interpersonal communication is important for the following reasons: )
1. Your ability to relate with other people is central to achieving professional excellence;
2. Interpersonal communication helps you form professional connections with other coworkers, leaders,
and clients; and

3. Your interpersonal relationships at work provide a supportive social system that will increase your job
. satisfaction. )
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a R
1. Exploring Relationship Types at Work:

* Interpersonal communication at work can be classified into three dyadic interactions or
relationships: superior-subordinate relationships, coworker relationships, and customer-

s client relationships. )
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2. Superior-Subordinate Relationships:

- In the language of the workplace, the superior (supervisor/employer) is typically the higher-

status person and the subordinate (employee) the lower-status person.
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3. Communicating Information:

« The interpersonal communication between supervisors and subordinates is not limited to the
relational layer, nor does it focus exclusively on conveying status.

« Afterall, some content has to be communicated if any work is ever to get done.

« Unfortunately, the status differences between supervisors and subordinates contribute to the creation

. of less-than-ideal communication conditions. )
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3. Communicating Information:

* One such condition is known as semantic information distance—a term that describes how employees
and supervisors do not share the same view of some fundamental areas such as organizational issues
or basic job duties.

 Furthermore, employees and supervisors do not have the same view of employees’ participation in

decision making.

\_ )
: clogleall Juagi 3. |
ggehgall ¢liliy 1l @S cany alhine goog - ddilall cilagleall ddlua awl dllall 03m anf ey »

aahgll wlinlg gl dveuhiill Llasll Jio dpwbwll aldlhell yaed fAill dgag yuai ygapialig
awlwil
Jall gia 8 (nebhgall aSjlive Jga SIl puai ggapirellg ggabigall cllioy U, ells le dgule
\_ )

Dr. Raef Baraka



MIDocEAN

UNIVERSITVI'

Importance of interpersonal communication uo b Il Jaalgill draml
L _____________________________________________________________________________________________________________________________________________________________

~ )
3. Communicating Information:

« The good news is, even though supervisors and employees may suffer from semantic information
distance, chances are good that neither party realizes it—and in most cases, the organization continues

to function effectively.
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3. Communicating Information:

« In addition to the communication problems resulting from semantic information distance,
communication between supervisors and subordinates is often affected by a communication
phenomenon known as upward distortion.

« Upward distortion occurs when the messages sent up the chain of command, from subordinates to

. supervisors, are altered. )

~

1

cilogleall Jungi 3.

Jusggpallg crapiiall u Jhaitl jiliy Le Ll . adiall cillogleall ddlue (e aailill Jlaidl Jslive Ll dabagl -
s>elaill agiill awl el Jlail sl

ardsall Jll gusgdpall po . 83l dbulw I lwpll Jilugl juei al Losic saclaill agiill ¢y -

G .

Dr. Raef Baraka




MIDocEAN

UNIVERSITVI'

Importance of interpersonal communication uo b Il Jaalgill draml
L _____________________________________________________________________________________________________________________________________________________________

r:’:. Communicating Information:

Messages are altered in one of four ways: gatekeeping, summarization, withholding, or general distortion.

+ Gatekeeping occurs when some, but not all, of the information is passed on to the supervisor.

Summarization occurs when the employee summarizes the message in such a way that emphasis is placed on certain
aspects of the message.

*  Withholding occurs when information is not passed on to the supervisor.

_* Genera distortion occurs when the message is changed to serve the subordinate’s purposes. )
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r3. Communicating Information: )
As a supervisor, you must take steps to limit message alteration by doing some, if not all, of the following.
1. Limit the number of people a message must travel through before it gets to you.
2. Go to the source of the message for clarification,
3. Keep communhnication channels open with subordinates and customers, and
| 4. Never “shoot the messenger.” )
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4. Communicating With Your Supervisor:

* Ingratiation, which occurs when an employee acts warm and friendly toward the supervisor, can be an
effective strategy for communicating with the boss.

« However, if the ingratiation is insincere or not your style, or if your boss doesn't like the attention, your
resulting communication will come across as less than professional.

« For professional excellence, advocacy is the strategy of choice when communicating with supervisors. )
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4. Communicating With Your Supervisor:
« Advocacy utilizes a simple persuasive technique. Specifically, you evaluate your boss's needs and

preferences and then develop messages, arguments, and proposals that line up with those needs and

preferences.
 There is no single effective strategy that works whenever communicating with supervisors.

* Inthe workplace, it is important to consider the way a supervisor communicates with a subordinate.
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Coworker Relationships:

Across industries, employees need to work together to complete common tasks.

Common tasks are what bring you together and form that working relationship—some professionals
form personal relationships initiated from the time spent completing workplace tasks.

Having coworkers who can help you complete tasks, provide professional advice, and laugh with you is

a real plus to your professional development and stress level on the job. )
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5. Coworker Relationships:

« Another common factor that serves as the basis for coworker relationships is shared communication
networks. A communication network is defined as “a group of individuals who regularly share a line of
communication”.

* This type of communication network is known as a formal communication network because it is

formally prescribed by the organization.
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6. Customer-Client Relationships:

« Maintaining positive customer relations centers on effective communication and is essential in today’s
business world. Customer relations, or customer service, “is the interaction between employees or
representatives of an organization or business and the people the organization sells to or serves”.

« All organizations have customers or clients, and anyone claiming to have professional excellence must

excel at communicating with these individuals. )
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- 6. Customer-Client Relationships:

 Excellent customer service is ingrained in the organizational culture of successful organizations; therefore,
you should seek out organizations that value and foster customer service when you are job searching. Such
organizations see customer service as the central focus and avoid defining the customer as a nuisance.

« Organizational cultures that foster excellent customer service provide quality as defined by the customer,

respond quickly, and are obsessed with listening.
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: 7. The Line Between Professional and Personal:

* Feelings of closeness characterize the intimacy and trust that you share with other people.

* Intimacy is defined as “an experience consisting of felt emotions and perceptions of understanding, or
as a relationship that is characterized by affection and trust”.

« To develop professional excellence in the workplace, you must understand the line between personal

and professional relationships and what constitutes professional versus personal communication. )
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~ )
8. Romance in the Workplace:

« In some ways, developing personal relationships, affection, and trust with coworkers,
clients, and supervisors is hot only a positive experience for you but also good for your
employer.

« Afterall, having a sense of social belonging is a core motivational factor on the job.
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8. Romance in the Workplace:

« But what happens when feelings between cohesive colleagues turn into something more?

« Be forewarned that many organizations have norms and, in some cases, written policies that
discourage or forbid romantic relationships in the workplace.

«  Why do such policies exist? One reason workplace romance is discouraged or forbidden is because it's

a distraction. Flirting, courting, and breaking up can all distract from the work that needs to be done. )
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8. Romance in the Workplace:

« Another reason romance is discouraged in the workplace is favoritism. The fear is that romantic
relationships and sexual favors, as opposed to hard work and merit, can be used to advance one’s
career.

« Of women who had been involved romantically with someone at work, 86% reported motives that

were not job-related, while 14% did report job-related motives.
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9. Sexual Harassment:

« Sexual harassment is tied to communication excellence because it is a result of communicative

behaviors and sense-making.

« sexual harassment is not only quid pro quo (i.e., something for something) but also the creation of a

hostile work environment.

e Continually monitor your communication for comments or behaviors that might be inappropriate. )
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: 10. Professional Etiquette:

» Professional etiquette means practicing the behaviors of social etiquette or good manners
in a professional setting.

« Let's begin with the basics: politeness. Greet people when you see them. Do not interrupt

others when they are speaking or when they are having a conversation with another party.
" J
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: 10. Professional Etiquette: |
 Make requests in a manner that is polite as opposed to demanding.
 Respect your supervisors’, coworkers’, and customers’ time. Say “please” and “thank you.”
Turn off your cell phone in a meeting. Be punctual.
 Don't eavesdrop on conversations. And, as nhoted earlier, don’t spread gossip.
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