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Chapter 2
Communication
Chapter Purpose

The purpose of this chapter is to demonstrate how effective communication is essential to the success of any safety and health program. The chapter introduces a communication model to help you identify and address problems and causes of miscommunication in the workplace. In addition, it presents communication techniques to help you more effectively carry out your roles and responsibilities as a supervisor. 

Objectives
1. Describe the elements of effective communication.
2. Explain how two-way communication works and why feedback is important.
3. Identify filters that interfere with effective communication.
4. Describe the main methods of communication: verbal, written, nonverbal, and visual.
5. Explain the importance of listening and how to improve listening skills.
6. Describe the principles of interviewing and consulting.
7. Define roles and responsibilities in safety and health communication based on facility expectations for a supervisor.
Class Discussion Guide
Instructions: Follow along with the discussion using this outline of the key points. When you come to a question or chart with blank boxes in it, write your response in the space provided.
1.
Describe the elements of effective communication. 
· Effective communication is vital to our safety and health program efforts.
Pairs Activity: Work with a partner to define effective communication.
	

	

	

	


· Supervisors are typically responsible for the following with regard to safety and health communications: 

· Discussing changes to safety and health policies and/or procedures
· Completing incident investigations
· Performing safety and health inspections
Individual Activity: List one or two more roles or responsibilities you think a supervisor might have with respect to communicating with employees about safety and health matters.

	

	

	

	

	


2.
Explain how two-way communication works and why feedback is important. 
· The sender communicates information to the receiver.

· The receiver responds with feedback (verbal response and/or body language). 

· The sender adjusts the original message to make it more clear to the receiver by explaining, rephrasing, demonstrating, etc.

· The receiver responds with feedback, such as restating the message in different terms, to indicate understanding.
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Individual Activity: Why is it important for us to pay attention to feedback when communicating with others? List some reasons.
	

	

	


3. 
Identify filters that interfere with effective communication. 

A. Filters:

· Are perceptions that can change a message in ways a sender never intended

· Can block communication entirely

B. Common filters that interfere with communication are:
· Knowledge—Effective communicators adapt their message to the receiver’s level of knowledge and experience on the job. 

· Bias—Experiences shape peoples’ attitudes and affect the way people hear and understand messages. 
· Mood—A person’s mood can be one of the most significant filters to consider in communication. 

· Language—Language issues, such as English as a second language or the use of buzz words and other jargon, can impede communication.

· Physical limitations—Poor hearing or vision are examples of physical limitations that can inhibit communication. 
· Mental limitations—Individuals with a diminished ability to comprehend may benefit from a more direct “hands-on” approach to communication and subsequent reinforcement.
C. Helpful ways to overcome communication filters: 

· Consider the audience—Ask yourself how your audience will likely receive the message before you send it. 

· Give positive reinforcement—Communication will be clearer and more open if you take a minute to compliment or thank a person for a job well done.

D. Here are some tips to help you work around communication filters that may exist in a diverse workplace.
· Use simple, straightforward language. Avoid jargon and slang. Also, be careful about using metaphors your audience might not understand (i.e., phrases and concepts from a sport unfamiliar to the listener).
· Avoid language that stereotypes workers.
· Avoid using humor that puts down others.

· Ask employees for help in pronouncing their names correctly.

· If you are unable to understand employees, ask them to repeat their words slowly. Let them know you consider what they have to say important, and you want to understand it.

· Consider that employees of different ages may have different attitudes toward their role in the workplace, their co-workers, and a variety of other situations and issues.

Small Group Activity: Work with others to identify a workplace situation that a member of your group experienced in which filters and/or workplace diversity posed a barrier to communication. Describe how the barrier was addressed or overcome. Based on the information presented in this chapter, what other approaches might have been effective in overcoming this communication barrier?

	Description of communication barrier:

	

	

	How the communication barrier was addressed:

	

	

	Other approaches that might have been effective:

	

	


4. 
Describe the main methods of communication: verbal, written, nonverbal, and visual.

· Four main methods of communication are verbal, written, nonverbal, and visual.
· Different methods are appropriate for different situations and may be combined.
Individual Activity: Write the purpose for each of the four methods of communication as it is discussed.
	Method of Communication
	Purpose and Examples

	Verbal
	

	Written
	

	Nonverbal
	

	Visual
	


· In today’s workplace, much of our communication is electronic, a form of communication with its own characteristics, rules, and uses.
· Electronic communication needs to be professional and serve its business purpose—to communicate information effectively to employees and managers.  
· Tips to make email communications more effective are:

· Use plain language and remember that it can be hard for the reader to know when you are kidding or being ironic.

· Avoid using offensive language, slang, or Internet abbreviations.

· Use plain text that is easy to read, and avoid typing words in all capital letters.

· Use proper grammar and punctuation, and spell check your emails before sending.

· Re-read your email before you send it.  An email is a permanent record.
· Avoid sending emotionally sensitive information via email. This type of information is best communicated in person.
Small Group Activity: Work with others to identify a workplace situation that a member of your group experienced in which the chosen method of communication was ineffective. Discuss with one another possible reasons why the method was ineffective and suggest what might have worked better.
	Description of a situation in which a method of communication was ineffective:

	

	

	Reasons why the method was ineffective:

	

	

	What might have worked better:

	

	


5.
Explain the importance of listening and how to improve listening skills.
· Parts of the listening process:
· Sensing—Did the listener actually hear the words? If the listener can repeat the sense of the words, then this step has occurred.
· Interpreting—What was the listener’s understanding of the words? The same word can mean different things to different people. The listener may have to ask questions to clarify points.
· Evaluating—Does the listener agree or disagree with the message? The listener must understand the message first before he or she can evaluate it.
· Responding—Make sure the speaker has finished talking before giving a lengthy response. However, a nod or an “I see” along the way is helpful.
· The importance of listening

· 
Managers and supervisors spend 70% of their time communicating.

· 
Of that time, 45-50% is spent listening.

· 
Listeners retain 33% of what they hear.
· Barriers to effective listening:
· Word barriers—Certain words or phrases can cause a person to “turn off” from listening
· Emotional barriers—Strong emotions, positive and negative can block a person from listening 
· Distractions—Noises, interruptions, or personal problems can distract us from listening
· Guidelines for effective listening

Individual Activity: Check the items you think will be especially helpful in improving your listening skills.  
· Stop talking—You can’t listen if you are talking.

· Repeat/paraphrase—Repeat what you heard to make sure you understand what was said to you.

· Clarify/probe—Ask questions until you feel you understand the message.

· Maintain eye contact—This will help you concentrate on what is being said and also shows that you are listening.

· Empathize—Put yourself in the speaker’s place to get a better understanding of what he or she is expressing and why.
· Share responsibility for communication—The receiver is just as responsible as the sender for effective communication.

· React to the message—Focus on the message, reacting to “it” rather than to the sender or to the delivery of the message.
· What to avoid if you want to be a good listener
· Interrupting
· Criticizing the speaker

· Tuning out because the subject seems boring

· Making assumptions

· Answering too quickly

· Jumping to conclusions
· Faking attention
6.
Describe the principles of interviewing and consulting.
A.
Safety professionals and supervisors often need to gather information from employees at all levels of the organization. It takes good interviewing and consulting skills to get the information you need.
Individual Activity: Think about situations in which a supervisor would use interviewing and consulting skills to gather information and list several below.
	

	

	


B.
Principles of interviewing and consulting
· Think of safety as a service function. Instead of thinking of yourself as an enforcer, think of the people in the company as internal customers who have needs you can address.
· Think win-win. Remember safety is not in conflict with other priorities in the business; it helps them. Safety pays.
· Build a relationship on joint problem solving. Focus on the internal customers’ concerns, not just on your own.
· Build trust and respect over the long term. Trust, like respect, must be earned over time.
· Find facts, not fault. Show you are more concerned with solving problems than placing blame.
· Listen more than talk. Let your internal customers do at least 75% of the talking.
End-of-Chapter Self-Check

Instructions

Answer the following questions to assess your knowledge of the chapter. Then turn to the  end of the chapter to check your answers.

Circle T if the statement is True or F if the statement is False.

1.
T
F
Body language is one way of giving feedback to the sender of a message.
2.
T
F
Communication is a two-way process involving a sender and a receiver who are both responsible for being understood.
Circle the best answer.

3.
Which type of communication is best for complex or technical material?
A.
Verbal
B.
Written
C. 
Nonverbal
D.
Visual
4.
Which type of communication is best for immediate, informal communication?

A.
Verbal
B.
Written
C. 
Nonverbal
D.
Visual
5.
Which of the following can block communication?
A. 
Word barriers.
B. 
Emotional barriers.
C. 
Distractions
D.
All of the above.
In-Class Activity:
Getting the Message Across

Objective

To identify how failed communication contributed to hard feelings between a supervisor and a worker, and suggest how improved communication could have prevented the situation
Instructions

Read all of the following instructions carefully before beginning the exercise.
1.
Form small groups of three to four people.

2.
Read through the case study and look carefully for instances where communication and listening were ineffective.

3.
List actions that the supervisor, Margaret, might have taken to prevent the problems. Each member of the small group should contribute at least one solution.

In-Class Activity: 
Case Study
Margaret’s problem started right after she posted a new company policy on safety glasses. It stated that all employees must now wear safety glasses at all times when they walk on the production floor. Within minutes, Fred stormed in and demanded to know why he and other workers had no say in the matter. After all, he fumed, they are the ones affected by this change. 

Margaret felt herself grow tense. Of course Fred would be the one to complain. He tended to overreact to small things. Plus, he was the main reason for the new policy―the one least likely to wear his safety glasses when he should be. 

Margaret said there were too many workers who take their safety glasses off and “forget” to put them back on. Then she added pointedly, “Especially you, Fred.”

As Fred began to dispute Margaret’s claim, she interrupted him, saying, “I’m tired of reminding everyone all the time. Plus, I worry that there will be an eye injury, and I can’t afford to have that happen.”
Fred stormed out muttering that it is ridiculous to have to wear safety glasses all of the time, that he and the others were adults who know when they are doing something dangerous.
Based on what you have learned about effective communication and listening, what could Margaret have done differently so that she and Fred could have communicated in a more effective way?
	

	

	

	

	

	

	

	


In-Facility Activity:

Identifying the Role of Communication at Our Facility

Objective

To identify ways in which better communication could have prevented incidents
Instructions

Read all of the instructions thoroughly before beginning the exercise.

1.

Form small groups.

2.

Read through the incident report assigned to you by the facilitator and the Guidelines for Effective Communication on the next page. Then determine ways to better communication might have prevented the incident. 
3.

The group that develops the largest number of valid, workable suggestions will receive a small prize at the next meeting.

4.

Come to the next session prepared to compare suggestions and discuss improving communications at our facility based on trends you discover when discussing the incident reports.

End-of-Chapter Self-Check Answer Key
1.
T
F
Body language is one way of giving feedback to the sender of a message.
2.
T
F
Communication is a two-way process involving a sender and a receiver who are both responsible for being understood.
3.
Which type of communication is best for complex or technical material?
A.
Verbal
B.
Written
C. 
Nonverbal
D.
Visual
4.
Which type of communication is best for immediate, informal communication?

A.
Verbal

B.
Written
C. 
Nonverbal
D.
Visual
5.
Which of the following can block communication?
A. 
Word barriers.
B. 
Emotional barriers.
C. 
Distractions
D.
All of the above.
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