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Human Relations in Organizations: FILL-IN-THE-BLANK – SESSION 3

Chapter Five: Interpersonal Skills: The Foundation of Human Relations

______________________ and ______________________ skills were ranked as the most important attributes recruiters look for in job candidates.  

The second most desirable attribute recruiters seek in job candidates is the ability to work well within a _______________________________.

Employee _______________________________ directly affects customer satisfaction and loyalty.

Organizational Communication is the _____________________ process within organizational structure.

_________________ communication is the flow of information both up and down the chain of command.

_________________ communication is the flow of information between colleagues and peers.  

The _______________________________ is the informal vehicle through which messages flow throughout the organization.  

The _______________________________ Process consists of a sender who encodes a message and transmits it through a channel to a receiver who decodes it and may give feedback.

List Barriers that can lead to miscommunication:
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Gender biases influence communications and cause communication _________________________.  

In the global economy, when conducting international business, you should be aware that ______________________________ differences can cause barriers to communication.  

____________ context cultures focus on nonverbal communications and subtle cues, importance of credibility and trust, the need to develop relationships, and the importance of position, age, and seniority.

____________ context culture focus on actual spoken and written word, use of precisely written legal contracts, use of direct, get-down-to-business conversation, and managers telling employees what to.

To help overcome global barriers to communications, you should adhere to the following guidelines:

1. ______________________________________________________________________________
2. ______________________________________________________________________________
3. ______________________________________________________________________________
4. ______________________________________________________________________________
5. ______________________________________________________________________________



List the steps to follow in Sending the Message Face-to-Face:

1. ______________________________________________________________________________
2. ______________________________________________________________________________
3. ______________________________________________________________________________
4. ______________________________________________________________________________
5. ______________________________________________________________________________

When we are communicating a message, the best way to ensure mutual understanding is to get ____________________________________ from the receiver.  

List the Five Response Styles:

1:  _____________________: Providing evaluation, personal opinion, direction, or instructions.
2:  _____________________: Switching the message; changing the subject
3:  _____________________: Asking for more information.
4:  _____________________: Giving supportive statements.
5: _____________________: Paraphrasing the message back to the sender.

Each Situational Communication Style is based on four behaviors, and the behavior can be characterized as a combination of two dimensions:

1:  _________________________ Behavior: The sender focuses on getting the job done primarily through directing the receiver in what to do and how to do it.  
2:  ________________________ Behavior: The sender elicits others’ input and listens and responds with supportive behavior.  

List the Four Situational Communication Styles:

1:  _____________________________: Demonstrates high task-low relationship behavior.  
2:  _____________________________: Demonstrates high task-high relationship behavior.
3:  _____________________________: Demonstrates low task-high relationship behavior.  
4:  _____________________________: Demonstrates low task-low relationship behavior.  

When selecting the appropriate communication style, you should consider the following 4 variables: 

1. __________________________________________
2. __________________________________________
3. __________________________________________
4. __________________________________________

Dealing effectively with emotions reduces stress and improves _______________ and ______________.

Emotions are often more clearly revealed through ________________ communications than verbally.

__________________ Listening is the ability to understand and relate to another’s situation and feelings.  

It is great to hear praise for the job we are doing, and we need to hear it, but the only way we can improve is to openly seek ________________________________.  


Chapter Six: Dealing with Conflict

Transactional _______________________ is a method for determining how people interact.  

We all have three major __________________ states that affect our behavior or the way we transact through communication.  

The three ego states are:

1. __________________________________________
1. __________________________________________
1. __________________________________________

Understanding the ego state of the person you are interacting with can help you understand his or her _________________________________ and how to interact in an effective way.

List the three types of transactions:

1. __________________________________________
1. __________________________________________
1. __________________________________________

Life _____________________________ suggest that within the transactional analysis framework, you have attitudes toward yourself and toward others.  

____________________________ is any behavior that implies recognition of another’s presence.  

Assertiveness is the process of expressing thoughts and feelings while asking for what one wants in an _____________________________ way.  

Passive Behavior is an ______________________________ of behavior or an accommodation of the other party’s wishes without standing up for one’s own rights: it involves self-denial and sacrifice.

________________________________ people are demanding, tough, rude, pushy, and they insist on getting their own way and will use force to gain control.  

You should learn to replace aggressive behavior with _____________________________ behavior.

Assertive _____________________ is generally the most effective method of getting what you want while not taking advantage of others.

People who use assertive behavior tend to have a positive __________________________________.  

When a person who is talking is interrupted, he or she can behave in one of three ways:

1. __________________________________________
1. __________________________________________
1. __________________________________________ 

The key to preventing workplace violence is to recognize and handle suspicious behavior before it becomes _________________________________________.

______________________________ can lead to perception problems, poor decisions, and hostility, which are stressful and can harm your health.  

A first step to emotional control of anger is ________________________________.

Workplace violence is rarely spontaneous; it’s more commonly ________________________ behavior in rising steps, related to an unresolved conflict.  

Employees do give _________________________ signs that violence is possible, so it can be prevented if you look for these signs and take action to defuse the anger before it becomes violent.

Some people think that a conflict exists only in serious issues with anger.  However, in human relations, a conflict exists whenever two or more parties are in _____________________________.

Your ability to _______________________ conflict is critical to your success.

List the three primary reasons communication problems or conflicts arise:

1. ______________________________________________________________________________
1. ______________________________________________________________________________
1. ______________________________________________________________________________

People often think of conflict as fighting and view it as disruptive; however, it can be ____________.  

List the Five Conflict Management Styles:

1. The ________________: Attempts to resolve the conflict by using aggressive behavior.  
2. The ________________: Attempts to passively ignore the conflict rather than resolve it.  
3. The ________________: Attempts to resolve conflict by passively giving in to the other.  
4. The ________________: Attempts to resolve conflict through assertive give-n-take concessions.  
5. The ________________: User assertively attempts to resolve the conflict with the best solution agreeable to all parties.  It is also called the problem-solving style.  

The _______________________ Conflict Management perspective states that there is no one best style for resolving all conflicts.  When a conflict exists, determine the appropriate style to use.

To resolve conflicts, develop a _______________ of action through Initiating Conflict Resolution Steps.

The ___________________ model describes a problem in terms of behavior, consequences, and feelings.  
For example, when you do X (behavior), Y (consequences) happens, and I feel Z (feelings).  

Human relations can improve simply by telling people you are _____________________ for your behavior that bothers them.

[bookmark: _GoBack]In human relations, you should strive to meet your needs while meeting the ________________ of others.
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