
2 The Management Extra series

Management Extra is designed to help learners put ideas into
practice. Each book combines thought-provoking ideas, examples
and theories about the key management concepts of our time with
activities to help learners see how the concepts work in practice. If
you include time to complete activities, each book provides about
30 hours of learning material. 

Titles include:

� Managing Yourself � Change Management

� Positive Working Relationships � Business Environment

� Leading Teams � Project Management

� Development for High � Information and Knowledge 
Performance Management

� Managing for Results � Reputation Management

� Financial Management � Recruitment and Selection

� Quality and Operations 
Management

Key features of the books

The books are written to support learning:

1

Taking control of your life 
and work

This book is about managing yourself and your professional
development. You will explore what you need to do to achieve your
work objectives and your personal or career goals. Managing
yourself means taking responsibility for various aspects of yourself:
how you learn and understand, how aware you are of your actions,
feelings and preferences, how you build self-discipline through
managing your time and stress and how you balance your home
and work lives. 

The opportunity to change

This book introduces the ideas behind the wide range of tools and
approaches you can draw on to improve the way you manage
yourself. Overall these approaches make work easier to deal with
and life in general more exciting. As well as personal benefits, self-
management will strengthen relationships with colleagues and
increase your effectiveness at work.

Your objectives are to:

� Take responsibility for your learning and planning your
personal development

� Become more self-aware and understand your perspective on
the world

� Identify ways of using your time more effectively and
efficiently

� Find ways to manage your stress more effectively

� Plan your life to reduce home/work conflicts.

xiii

Introduction

Learning objectives
Each theme opens with objectives and an introduction
explaining to learners what they will get out of it.

Themes
Books are organised into manageable sized themes (4–6
per book) that the learner can complete in between four
and six hours.
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The systems approach

Both the models we have described so far look principally at
communication between individuals. The next two models focus
more on communication within the wider organisation. The first is
the systems approach shown in Figure 1.4. 

Figure 1.4 The organisation as an open system

The systems approach gives a model for analysing communication
within and beyond the organisation. You can analyse who needs to
communicate with whom, how effectively they communicate, and
so on. People developing computer systems for organisations often
draw on the systems model.

Codification and diffusion

The ideas contained in the systems approach help us to picture
the patterns of communication within an organisation, and
between an organisation and the wider environment. However,
they give us limited information about the nature of the
communication itself.

In recent years, we have become increasingly aware of the
importance of cultures within organisations. The culture can be
defined as the set of values, norms and behaviours that are typical of
the organisation – it is the way that people tend to think and act
within the organisation.

Max Boisot: Codification and diffusion
Anthropologist Max Boisot uses the following matrix – what he
calls the ‘C-space’ – to show how organisations codify and
diffuse information. Here are some examples:
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Legislation

Teams and departments
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Activity 5
Review your verbal communication skills

Objective

This activity will help you to review how you used the skills of verbal
communication in a recent conversation at work.

Task 

1 Use the following questions to help you to review your verbal
communication skills.Your perception of your own skills may be
different from how others see them, so we suggest you make two
copies of the questions and do a swap with a colleague whereby you
each fill in the questions for yourself and then for the other person.

2 Respond to the questions in the grid by ticking the appropriate box
at the end of each question.
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How good are you/is your colleague at: Very Poor OK Good Very 
poor good

Listening

� giving the other person your full attention? □ □ □ □ □

� seeing things from their point of view? □ □ □ □ □

� listening between the lines? □ □ □ □ □

Reflecting and summarising

� periodically reflecting back in your own words what you have □ □ □ □ □
understood in a conversation?

� summarising what has been said/agreed? □ □ □ □ □

� relating the summary to the objective of the conversation/ □ □ □ □ □
agenda item? 

Questioning

� knowing which type of question to use when you need □ □ □ □ □
more information?

� avoiding using leading questions? □ □ □ □ □

� using ‘what if?’ questions to help unblock the other □ □ □ □ □
person’s thinking?

Responding

� knowing when a supportive response is needed? □ □ □ □ □

� knowing how to give an interpretive response? □ □ □ □ □

� avoiding giving a habitual type of response? □ □ □ □ □

Engaging and accessible 
The books address topical issues of relevance to most
managers and are written using straightforward
language that assumes no prior knowledge.

Examples
Examples and case studies that show how the theories
and concepts work in practice.

Attractive layout 
Designed as an interactive workbook with space for notes
and activity responses.

Activities with formative feedback
Each book contains a rich mix of activities that help
learners develop their learning, apply it to live work
issues and keep track of their progress.Typical activity
formats are:

– Know yourself type assessments

– Reflective activities

– Right way – wrong way case studies

– Application activities to bring in information from the
workplace

Feedback helps the learner to assess their answers and to
compare their thinking with those of the author.
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Key features

� Recap

Explore models of effective interpersonal communication

� Communication involves an exchange of meaning, achieved
through the processes of coding, transmission, decoding and
feedback.

� Transactional analysis describes three ego states (behaviour
patterns) that each of us can adopt when interacting with others:
Parent, Adult and Child. The ideal transaction is Adult to Adult. 

Identify factors influencing organisational communication

� Organisational culture has an impact on communication,
influencing the extent to which organisations codify and diffuse
information. 

� Organisational trends, including new media, team and project
working and delayering, mean that communication is now more
direct, informal and immediate. 

Identify the main barriers to effective communication

� The main barriers include physical surroundings, language and
jargon, and cultural diversity.

� Barriers can be overcome by paying attention to the context of
communication, selecting the right medium and trying to see
things the way the receiver does.

Skills for improving verbal communication

� Listening, reflecting, summarising, questioning, responding and
feedback are essential skills for verbal communication. 

� When your body language or tone of voice is inconsistent with
the words you are using, your overall message is diminished and
can even be contradicted. 

�� More @ 

Adair, J. (1997) Effective communication: the most important
management tool of all, Pan
This book explores basic communication skills and then goes
further to look at presentations, visual aids, interviews, appraisals,
giving and receiving criticism, and communication between
departments 

Positive Working Relationships

30

105

References

References

Adair, J. (1997) Effective communication: the most important
management tool of all, Pan

Adair, J. (1983) Effective Leadership, Gower 

Alberti, R. E. and Emmons, M. L. (1978) Your Perfect Right, Impact. 

Back, K. and Back, K. (1999) Assertiveness at Work, McGraw-Hill.

Barker, A. (1997) How to Hold Better Meetings, Kogan Page

Barker, A. (2000) Improve Your Communication Skills, Kogan Page.

Barlow, J. et al. (2002) 1st edition, Smart Videoconferencing: New
Habits for Virtual Meetings, Berrett-Koehler Publishers Inc.

Berne, E. (1968) Games People Play, Penguin

Boisot, M. (1987) Information in Organisations: The Manager as
Anthropologist, Fontana

Caunt, J. (2000) Organise Yourself, Kogan Page

Covey, S. R. (1992) The Seven Habits of Highly Effective People, Simon
& Schuster

Dickson, A. (2000) Women at Work, Kogan Page

Fayol, H. (1916) General and Industrial Administration, Dunod

Fisher, R., Ury, W. and Patton, B. (1991) Getting to Yes, Century 

Fleming, I. (1997) 4th edition, The Time Management Pocketbook,
Management Pocketbooks Ltd

Gillen, T. (1992) Assertiveness for Managers, Gower

Goleman, D. (2000) Working With Emotional Intelligence, Bantam 

Guirdham, M. (1995) Interpersonal Skills at Work, Prentice Hall

Handy, C. (1993) Understanding Organisations, Penguin Business

Harris, T. (1995) I’m OK – You’re OK, Arrow

Hawkins, P. and Shohet, R. (1998) Supervision in the Helping
Professions, Open University Press

Heller, R. (1998) Communicate Clearly, Dorling Kindersel

The Herald (2001) ‘Raising confident children’, Part 3, 26 May
Supplement

Hindle, T. (1998) Managing Meetings, Dorling Kindersely

Holland, S. and Ward, C. (1990) Assertiveness: A Practical Approach,
Winslow

Hunt, J. (1982) Managing People in Organisations, McGraw-Hill

Recap
A summary concludes each theme recapping the key
issues against each of the objectives.

More@
Books and website links are recommended for further
reading on each theme.

Full references
Full references are provided for further advanced study,
assignment or project work at the end of each book.


