Semester Exam Review
Chapter 1: Building Responsibility
The Communication Process

     ____sender____                  ___Message_                    __Receiver_____ 


                                            ___feedback____   

Communication Barriers:  any obstacle that gets in the way of effective communication.

1.  Attitudinal- Ex: Whatever…I don’t want to talk about this right now.
2.Social - Ex: Um, do I know you?

3. Educational-Ex: I’m much so much smarter than this stupid teacher.
4. Cultural Ex: You eat what? Gross!

5. Environmental-Ex: It’s so cold in I can’t even think!
3 Types of Communication


1) Written

2)Nonverbal

3)oral/Verbal
Symbol: Stands for an idea ; Ex: flag, peace sign
Rhetoric: art/study of public speaking
Ethics: sense of right or wrong
2 Types of Speaking


1) intrapersonal

2)Interpersonal
Motivation: A need or desire that causes a person to act. 

Stereotyping: Labeling every person in a group based on a preconceived idea as to what that group represents.  

Aristotle’s Three Appeals

Logical- providing factual evidence to prove your point.

Emotional- appealing to sense of patriotism, family, justice, etc.

Personal- showing your natural honesty, ethics and values.

Ethics – one’s sense of right and wrong

Chapter 2: Building Confidence 
Confidence: feeling you have when you believe you are capable of handling a situation successfully
Communication Apprehension: fear of speaking in public situations
Phobia: persistent, irrational fear
Symptoms of Communication Apprehension

Upset stomach, Flushed face, Dizziness, Fast heartbeat, Shortness of breath, Excessive sweating, Wobbly legs

These symptoms usually occur right before we speak and during the first 30 seconds or so after we begin a speech
Perception: how you see things
Planks of Confidence

Content

Organization

Notes

Friendliness

Impression

Dedication

Empathy

Newness

Conviction

Enthusiasm

Chapter 3: Building Leadership

Planks of Leadership

1) A leader has a sense of vision
2) A leader is willing to act 
3) A leader makes good decisions 
4) A leader can handle conflict 
5) A leader works to avoid pitfalls
6) A leader knows how to motivate
Four Learning Styles

1) Discussion – lots of dialogue and feedback 
2) Logic – “just the facts” approach 
3) Design – see how “big picture” fits together 
4) Emotion – hands-on approach 
Three Leadership Styles 

1) Technocrat – no-nonsense, detail-oriented approach 
2) Artist – approach using imagination and intuition

3) Craftsman – Leads with common sense and integrity

Leadership: A genuine passion for the task at hand

Leader: one who demonstrates a passion for the task at hand 
Conflict Management: turning potentially neg situation into a positive one

 Follow these four steps - Shut up, Look up, Hook up, Chill down
Vision: Vision is the ability to see more than the obvious

Chapter 4: Listening 
Active Listening: Participative in the communication process; Guides the speaker toward common interests
Passive Listening: “Lazy listening” - let the talker do all the work while we go along for the ride.

People speak 120-180 words per minute.

We remember 25% of how much we hear.  

Listening Spare Time: The Rate Gap between thinking and listening. 

Four Listening Styles

1)
Appreciative Listening - Listening to enjoy and savor pleasurable sounds Ex. Music and nature

2) 
Discriminative Listening - Singling out a particular sound from a noisy environment Ex. Friend’s voice in a crowded room
3)
Empathic Listening - Encouraging people to talk freely without fear of embarrassment ex. Ex. Counselors, psychiatrists, good friends

4)
Critical Listening - Evaluating and analyzing a message for logic and value

Ex. When we buy something, vote for someone, or support an idea.  
Seven Bad Listening Habits (Roadblocks)
1) Tuning out dull topics

2) Faking attention

3) Yielding to distractions

4) Criticizing delivery or physical appearance.

5) Jumping to conclusions.

6) Overreacting to emotional words

7) Interrupting

Filter: Filtering what you hear based on personality and background to absorb information
· Education, Biases, Attitude, Age, Experience, Emotions, Religion, Family, Physical condition, Morals

How to Stay Engaged as a Listener 

· Explore

· Guess what the speaker is going to say. 

· Analyze

· Ask yourself – “Are these reasons, examples, and facts convincing?” 

· Review

· Take advantage of LST points said

· Search for a hidden message

· Listen between the lines 

Chapter 5: Nonverbal Communication

Nonverbal Communication: Facial expressions or body movements used to express attitudes or moods about a person, situation, or idea.

Body Language: The way we use our bodies to send a message
Positive Body Language: Distal: directed toward others

Ex Relaxed posture, Arms relaxed, Good eye contact, Nod in agreement, Smile at humor, Lean closer

Negative Body Language: Proximal: directed toward your own body

Examples: Body tension, Arms folded, Speaking hand to mouth, Fidgeting, Yawning

Tone of Voice: The pitch and timbre (distinctive tone) of a person’s voice

Facial Expressions - Surprise, Fear, Anger, Disgust, Happiness, Sadness

Easiest place to disguise true feelings: Face
Lying Behaviors - Decreased hand activity, Increased facial touching, Uptight posture, Increased body shifting

Three Signs of Greeting - Handshakes, Kisses, Bows

Four Types of Space

Intimate – under 18 inches

Confidential exchanges, Reserved for close friends

Personal - 1 ½ - 4 ft

Comfortable for conversation with friends, “Bubble” of personal space

Social – 4-12 ft

Most social and business exchanges

Public – over 12 ft

Barely acknowledge another’s presence

Chapter 6: Group Communication

Types of Discussion Formats

1) Panel – Informal, Takes place before an audience, 3-4 people, Helps audiences become better informed on public issues
2) Symposium – Formal, Presents opposing points of view, Experts present short speeches on a subject, After all speeches are heard, audience may ask questions, comments
3) Town Hall Meeting - Community members assemble in a town hall to discuss problems, Vote is usually taken at end of discussion, Now done on TV and internet 
Factors for Group Success

1)
The best size for a group is __5-7_____ people

2) 
The best seating arrangement for a group is the __circle_____________________

3) Cohesion = when members have respect and look to each other for support; “social glue” 
Steps to Group Problem Solving

1) Define the problem 

2) Establish criteria for a workable solution

a. Criteria = set of standards that the solution should meet

3) Analyze the problem

4) Suggest possible solutions

5) Evaluate each solution and select the best one that fits the criteria

6) Suggest ways for testing or carrying out the solution

Constructive Conflict: Using best ideas and don’t try to score points against one another.  

Destructive Conflict: Divides members into competing sides that refuse to compromise 
Types of Disruptive Group Members

1) Nitpickers -Picky

2) Eager Beavers -Offer solutions whether or not they have given it a thought

3) Fence sitters - Take a position when “key” people have decided

4) Wisecrackers - Clowns

5) Superior Beings - Look down their noses at the whole group 

6) Dominators - Never stop talking

Types of Questions to ask Group Members

1) Questions of fact

a. Asks members to recall info

2) Questions of interpretation 

a. Asks members to give opinions 

3) Questions of evaluation

a. Asks members to agree/disagree with solutions

Chapter 7: Professional and Social Communication

Social Communication: Occurs in personal and community life

Professional Communication: Takes place on the job or is related to a career 
Protocol: Specific code or system of conduct that is followed. 

Tone: Attitude you give to others; Mood you verbally and nonverbally create

It’s not what you say but the way you say it! 

Courtesy:  The way you treat people; good manners

Tact: The way you deal with people; being diplomatic

Types of Tone

1) Aggressive Tone 

Pushy or brash 

2) Nonassertive Tone 

Lacks energy and self-confidence

3) Assertive Tone 

· Direct and tactful  

People Skills: The ability to work well with others 

Types of Language

1) Informal language 

Casual; use with friends

2) Standard language

Accepted and expected by most social groups

3) Technical language

“Job-speak” 

Three Types of Conversation Killers 

· Talking too much.  
· Talking too little.  
· Interrupting Others

Ways to Promote Diversity

· Be open-minded

· Be tolerant

· Be empathetic

ABC’s of Giving Directions – Always Be… 

· Clear – present ideas in a logical and organized manner.

· Complete – give the whole story.

· Concise – be brief and to the point. 

· Considerate 
Chapter 8: Interviewing for a Job and Resume Writing

Interview: Conversation controlled by one person who asks questions to another

Parts of a Resume - Identification, Objective, Education, Work History/Experience, Activities, Special Interests, References 
· Puff Balls: easy questions so you can put your best foot forward

· Ex: Tell me about yourself.

· Pauses: lull in the conversation and a chance to give positive info

· Ex: sip of coffee

· Bridges: transition from one answer to another

· Ex: Yes, I was late, but….

Sparklers: story, anecdote or quote that makes your point come alive
Examples of Inappropriate (illegal) Questions
Are you married?
Do you have kids?
What is your religion?
What political party are you affiliated with?
How much do you weigh?
What’s your nationality?


Do you have a girlfriend/boyfriend?

Chapter 9: Interviewing Others

Rapport: feeling of trust and cooperation 
Open-Ended Question: short questions meant to produce long answers
Follow-Up Question: reacting to changes in conversation
Yes-No Question: allows the subject to answer the question without telling you anything.

Leading Question: influences the answers.
Which question is the best to ask during an interview?  Open-ended, follow-up 
Tips on using a tape recorder during an interview

1) Ask subject’s permission to use recorder

2) Test recorder and tapes beforehand

3) Speak clearly and enunciate

4) Set microphone down between you

5) Don’t talk too close to microphone

