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Learning Objectives
After reading this chapter, you should be able to do the following:
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OB Toolbox: I think I am being asked
illegal interview question. What can I

do?
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Table 3.1 Consensus, distinctiveness, and consistency determine

the type of attribution we make in a given situation.
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Table 5.1 Potential Responses to Inequity
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Table 7.1 Sample Items: Life Events Stress Inventory
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OB Toolbox: T o Cry or Not to Cry? That is
the Question...
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Figu re 7.8 Grid

$LIOJ�!CM=OMMCIH

+IQ��;M�;�ALIOJ��>CM=OMM�NB?�@IFFIQCHA�KO?MNCIHM�

�� 4B;N�NL?H>M�CH�SIOL�NCG?�G;H;A?G?HN�MNSF?�>C>�SIO�HINC=?�

�� %IQ�GO=B�I@�SIO L�[QILE\�NCG?�CM�<?CHA�MJ?HN�IH�NBCHAM�NB;N�;L?

>CL?=NFS�L?F;N?>�NI�>ICHA�Q?FF�CH�SIOL�QILE�IL�;N�M=BIIF�

�� 4B;N�QILEM�Q?FF�@IL�SIO�CH�N?LGM�I@�NCG?�G;H;A?G?HN�

�� 4B;N�MN?JM�=IOF>�SIO�N;E?�NI�CGJLIP?�SIOL�NCG?�G;H;A?G?HN�

�� %IQ�=IOF>�SIO L�ALIOJ�B?FJ�IH?�;HINB?L�QCNB�NCG?�G;H;A?G?HN�

�
�



�70?C4A����><<D=820C8>=
�M8@C89C<�LE;<I�I<8K@M<��FDDFEJ�(FE�FDD<I:@8C�-?8I<�C@B<�����eEK<IE8K@FE8C�&@:<EJ<�?KKG�:

I<8K@M<:FDDFEJ�FI>C@:<EJ<J9P�E:�J8���	�

Learning Objectives
After reading this chapter, you should be able to do the following:

�� 2H>?LMN;H>�NB?�=IGGOHC=;NCIH�JLI=?MM�

��  IGJ;L?�;H>�=IHNL;MN�>C@@?L?HN�NSJ?M�I@�=IGGOHC=;NCIH�

��  IGJ;L?�;H>�=IHNL;MN�>C@@?L?HN�=IGGOHC=;NCIH�=B;HH?FM�

�� 2H>?LMN;H>�;H>�F?;LH�NI�IP?L=IG?�<;LLC?LM�NI�?@@?=NCP?�=IGGOHC=;NCIH�

�� 2H>?LMN;H>�NB?�LIF?�FCMN?HCHA�JF;SM�CH�=IGGOHC=;NCIH�

�� )?;LH�BIQ�?NBC=M�=;H�JF;S�;�LIF?�CH�BIQ�G?MM;A?M�;L?�=IGGOHC=;N?>�;M

Q?FF�;M�BIQ�NB?S�;L?�J?L=?CP?>�

�� )?;LH�BIQ�P?L<;F�;H>�HIHP?L<;F�=IGGOHC=;NCIH�=;H�=;LLS�>C@@?L?HN

G?;HCHAM�;GIHA�=OFNOL?M�

.>DME4��>C�"08;É0=3�.>DMA4��8A43�

(F�FE<�C@B<J�KF�I<:<@M<�98;�E<NJ
�8E;�=<N�C@B<�KF�>@M<�@K��eE�N?8K�@J�?<I8C;<;�8J�FE<�F=

K?<�9@>><JK�?LD8E�I<JFLI:<J�9CLE;<IJ�@E�9LJ@E<JJ
�FE<�:FDG8EP�=FLE;�8�N8P�8IFLE;

K?<�;@J:FD=FIK�F=�`I@E>�JFD<FE<�=8:<�KF�=8:<����KFK8C�F=�����<DGCFP<<J�8K�K?<�!FIK

1FIK?
�.<O8J�?<8;HL8IK<IJ�F=�,8;@F�-?8:B��FIGFI8K@FE�>FK�K?<�LCK@D8K<�<�D8@C

D<JJ8><�<8ICP�FE<�.L<J;8P�DFIE@E>��.?<�D<JJ8><�J@DGCP�J8@;
�].?<�NFIB�=FI:<

I<;L:K@FE�EFK@`:8K@FE�@J�:LII<EKCP�@E�GIF>I<JJ��/E=FIKLE8K<CP
�PFLI�GFJ@K@FE�@J�FE<�K?8K

?8J�9<<E�<C@D@E8K<;�^��FDG8EP�Fb:@8CJ�8I>L<;�K?8K�LJ@E>�<C<:KIFE@:�EFK@`:8K@FE�N8J

=8JK<I�8E;�8CCFN<;�DFI<�GI@M8:P�K?8E�9I<8B@E>�K?<�E<NJ�@E�G<IJFE
�8E;�8;;@K@FE8CCP


<DGCFP<<J�I<:<@M<;�><E<IFLJ�J<M<I8E:<�G8:B8><J��)I>8E@Q8K@FE8C�:FEJLCK8EK�%<E

-@<><C�;@J8>I<<J
�GIF:C8@D@E>
�].?<�9FKKFD�C@E<�@J�K?@J��.F�8CDFJK�<M<IPFE<�N?F

F9J<IM<J�FI�I<8;J�K?@J
�@K�I<GI<J<EKJ�8�JKLG<=P@E>�E<N�CFN�@E�K?<�8EE8CJ�F=

D8E8><D<EK�GI8:K@:<�^�eK\J�LE:C<8I�N?8K
�@=�8EP
�K?<�CFE>�K<ID�<d<:K�N@CC�9<�=FI�,8;@F

-?8:B��'8EP�NFE;<I�@=�K?@J�N@CC�?LIK�,8;@F�-?8:B\J�89@C@KP�KF�I<:IL@K�8E;�I<K8@E�K8C<EK�@E

K?<�=LKLI<��eK�@JE\K�ALJK�,8;@F�-?8:B�K?8K�`E;J�@K�:?8CC<E>@E>�KF�;<8C�N@K?�C<KK@E>

<DGCFP<<J�>F��.<ID@E8K@E>�<DGCFP<<J�:8E�9<�8�G8@E=LC�AF9�=FI�D8EP�D8E8><IJ��.?<

:FDDLE@:8K@FE�K?8K�K8B<J�GC8:<�I<HL@I<J�:8I<=LC�GI<G8I8K@FE�8E;�JL9JK8EK@8C�C<M<CJ�F=

JB@CC��-FD<�FI>8E@Q8K@FEJ�8I<�<M<E�FLKJFLI:@E>�K?<�AF9�KF�]K<ID@E8KFIJ^�KF�?8E;C<�K?@J

;@b:LCK�K8JB�=FI�K?<D�

/J@E>�C8E>L8><�K?8K�JF=K<EJ�K?<�9CFN�F=�8�K<ID@E8K@FE�?8J�8CJF�>IFNE�@E�GFGLC8I@KP�

#<I<�8I<�ALJK�8�=<N�N8PJ�KF�J8P�PFL\I<�89FLK�KF�CFJ<�PFLI�AF9�N@K?FLK�J8P@E>�PFL\M<

9<<E�`I<;�

_ �8I<<I�8CK<IE8K@M<�<E?8E:<D<EK�GIF>I8D

_ �8I<<I�:?8E><�FGGFIKLE@KP

_ �<?@I@E>�JK8d

_ �<I<:IL@K@E>�I<JFLI:<J

_ �FNEJ@Q@E>�<DGCFPD<EK

�
�

http://creativecommons.org/licenses/by-nc-sa/4.0/
http://creativecommons.org/licenses/by-nc-sa/4.0/
http://creativecommons.org/licenses/by-nc-sa/4.0/


_  DGCFP<<�I<;L:K@FE�8:K@M@K@<J

_ eDGC<D<EK@E>�8�JB@CCJ�D@O�8;ALJKD<EK

_ (<>8K@M<�<DGCFP<<�I<K<EK@FE

_ )GK@D@Q@E>�FLKGC8:<D<EK�GFK<EK@8C

_ ,<:K@`:8K@FE�F=�8�NFIB=FI:<�@D98C8E:<

_ ,<;LE;8E:P�<C@D@E8K@FE

_ ,@>?K�J@Q@E>�<DGCFPD<EK

_ -<C<:K@E>�FLK�D8EGFN<I

_ 0F:8K@FE�I<CF:8K@FE�GFC@:P

-F�@=�8EPFE<�<M<I�LJ<J�FE<�F=�K?<J<�G?I8J<J�KF�`I<�PFL
�K8B<�?<8IK
�PFL\I<�EFK

LE<DGCFP<;��3FL\I<�J@DGCP�]@E�8E�FI;<ICP�KI8EJ@K@FE�9<KN<<E�:8I<<I�:?8E><J�N?@C<

LE;<I>F@E>�8�G<I@F;�F=�EFE�N8><;�@EMFCLEK8IP�C<@JLI<�;LI@E>�PFLI�K<DGFI8IP

FLKGC8:<D<EK�^

(>DA24B��;8GK<;�=IFD�@E=FID8K@FE�@E�$FP:<
���������
�-<GK<D9<I���	��!@I<;�M@8�<�D8@C


8E;�FK?<I�K8C<J�F=�GFFI�<O@KJ�+.@56;4A<;�%<@A
�G��!����,<KI@<M<;�$LCP��
�����
�=IFD ?KK

G�NNN�N8J?@E>KFEGFJK�:FDNG�;PE:FEK<EK8IK@:C<���������,������������

��?KDC��#FCCFE
�$�������
�-<GK<D9<I���	��3FL\M<�9<<E�;<C<K<;��!@I@E>�9P�<�D8@C�

+<?83<?02�".;.42:2;A 
�G�����

����*=34ABC0=38=6��><<D=820C8>=

�M8@C89C<�LE;<I�I<8K@M<��FDDFEJ�(FE�FDD<I:@8C�-?8I<�C@B<�����eEK<IE8K@FE8C�&@:<EJ<�?KKG�:

I<8K@M<:FDDFEJ�FI>C@:<EJ<J9P�E:�J8���	�

Learning Objectives
�� !?@CH?�=IGGOHC=;NCIH�

�� 2H>?LMN;H>�NB?�=IGGOHC=;NCIH�JLI=?MM�

�FDDLE@:8K@FE�@J�M@K8C�KF�FI>8E@Q8K@FEJZ@K\J�?FN�N<�:FFI;@E8K<�8:K@FEJ�8E;�8:?@<M<

>F8CJ��eK�@J�;<`E<;�@E�1<9JK<I\J�;@:K@FE8IP�8J�8�GIF:<JJ�9P�N?@:?�@E=FID8K@FE�@J

<O:?8E><;�9<KN<<E�@E;@M@;L8CJ�K?IFL>?�8�:FDDFE�JPJK<D�F=�JPD9FCJ
�J@>EJ
�FI

9<?8M@FI��1<�BEFN�K?8K�����KF�����F=�8�D8E8><I\J�K@D<�@J�JG<EK�:FDDLE@:8K@E>
�8E;

:FDDLE@:8K@FE�89@C@KP�@J�I<C8K<;�KF�8�D8E8><I\J�G<I=FID8E:<��eE�DFJK�NFIB

<EM@IFED<EKJ
�8�D@J:FDDLE@:8K@FE�@J�8E�8EEFP8E:<Z@K�:8E�@EK<IILGK�NFIBaFN�9P

:8LJ@E>�;<C8PJ�8E;�@EK<IG<IJFE8C�JKI@=<���LK
�@E�JFD<�NFIB�8I<E8J
�C@B<�FG<I8K@E>

IFFDJ�8E;�8@IGC8E<�:F:BG@KJ
�:FDDLE@:8K@FE�:8E�9<�8�D8KK<I�F=�C@=<�8E;�;<8K?�

-F
�ALJK�?FN�GI<M8C<EK�@J�D@J:FDDLE@:8K@FE�@E�K?<�NFIBGC8:<��3FL�D8P�EFK�9<

JLIGI@J<;�KF�C<8IE�K?8K�K?<�I<C8K@FEJ?@G�9<KN<<E�D@J:FDDLE@:8K@FE�8E;�E<>8K@M<

FLK:FD<J�@J�M<IP�JKIFE>���8K8�JL>><JK�K?8K�;<`:@<EK�@EK<IG<IJFE8C�:FDDLE@:8K@FE�N8J

8�:8LJ8C�=8:KFI�@E�8GGIFO@D8K<CP�����KF�����F=�8CC�8::@;<EKJ�FM<I�K?<�C8JK����P<8IJ�

*FFI�:FDDLE@:8K@FE�:8E�8CJF�C<8;�KF�C8NJL@KJ��!FI�<O8DGC<
�PFL�D@>?K�K?@EB�K?8K

D8CGI8:K@:<�JL@KJ�8I<�`C<;�8>8@EJK�;F:KFIJ�98J<;�FE�K?<�FLK:FD<�F=�K?<@I�KI<8KD<EKJ

8CFE<���LK�8������JKL;P�F=�D8CGI8:K@:<�JL@KJ�=FLE;�K?8K�8�GI@D8IP�@EaL<E:<�FE

N?<K?<I�FI�EFK�8�;F:KFI�@J�JL<;�@J�K?<�;F:KFI\J�:FDDLE@:8K@FE�JKPC<��1?@C<�K?<

:FD9@E8K@FE�F=�8�98;�FLK:FD<�8E;�G8K@<EK�LE?8GG@E<JJ�:8E�HL@:BCP�C<8;�KF�C@K@>8K@FE


�
�

http://www.washingtonpost.com/wp-dyn/content/article/2006/09/09/AR2006090900103.html
http://www.washingtonpost.com/wp-dyn/content/article/2006/09/09/AR2006090900103.html
http://www.washingtonpost.com/wp-dyn/content/article/2006/09/09/AR2006090900103.html
http://creativecommons.org/licenses/by-nc-sa/4.0/
http://creativecommons.org/licenses/by-nc-sa/4.0/
http://creativecommons.org/licenses/by-nc-sa/4.0/


8�N8ID
�G<IJFE8C�:FDDLE@:8K@FE�JKPC<�C<8;J�KF�>I<8K<I�G8K@<EK�J8K@J=8:K@FE��-@DGCP

GLK
�J8K@J`<;�G8K@<EKJ�8I<�C<JJ�C@B<CP�KF�JL<�

eE�9LJ@E<JJ
�GFFI�:FDDLE@:8K@FE�:FJKJ�DFE<P�8E;�N8JK<J�K@D<��)E<�JKL;P�=FLE;�K?8K

����F=�<8:?�NFIBN<<B�@J�N8JK<;�FE�GFFI�:FDDLE@:8K@FE��eE�:FEKI8JK
�<d<:K@M<

:FDDLE@:8K@FE�@J�8E�8JJ<K�=FI�FI>8E@Q8K@FEJ�8E;�@E;@M@;L8CJ�8C@B<�� d<:K@M<

:FDDLE@:8K@FE�JB@CCJ
�=FI�<O8DGC<
�8I<�8E�8JJ<K�=FI�AF9�J<<B<IJ����I<:<EK�JKL;P�F=

I<:IL@K<IJ�8K����9LJ@E<JJ�J:?FFCJ�I8EB<;�:FDDLE@:8K@FE�8E;�@EK<IG<IJFE8C�JB@CCJ�8J

K?<�?@>?<JK�JB@CCJ�K?<P�N<I<�CFFB@E>�=FI
�N@K?�����F=�K?<�I<:IL@K<IJ�J8P@E>�K?<P�N<I<

@DGFIK8EK��)E�K?<�a@G�J@;<
�>FF;�:FDDLE@:8K@FE�:8E�?<CG�8�:FDG8EP�I<K8@E�@KJ�JK8I

<DGCFP<<J��-LIM<PJ�`E;�K?8K�N?<E�<DGCFP<<J�K?@EB�K?<@I�FI>8E@Q8K@FEJ�;F�8�>FF;�AF9

F=�B<<G@E>�K?<D�@E=FID<;�89FLK�D8KK<IJ�K?8K�8d<:K�K?<D�8E;�N?<E�K?<P�?8M<�8::<JJ

KF�K?<�@E=FID8K@FE�K?<P�E<<;�KF�;F�K?<@I�AF9J
�K?<P�8I<�DFI<�J8K@J`<;�N@K?�K?<@I

<DGCFP<IJ��-F�:8E�>FF;�:FDDLE@:8K@FE�@E:I<8J<�8�:FDG8EP\J�D8IB<K�M8CL<��.?<

8EJN<I�J<<DJ�KF�9<�P<J��]1?<E�PFL�=FJK<I�FE>F@E>�:FDDLE@:8K@FEJ�@EK<IE8CCP
�PFL

N@CC�?8M<�DFI<�J8K@J`<;�<DGCFP<<J�N?F�N@CC�9<�9<KK<I�<HL@GG<;�KF�<d<:K@M<CP

:FDDLE@:8K<�N@K?�PFLI�:LJKFD<IJ
^�J8PJ�-LJ8E�'<@J@E><I
�GI<J@;<EK�8E;�� )�F=�K?<

-F:@<KP�=FI�#LD8E�,<JFLI:<�'8E8><D<EK��,<J<8I:?�`E;J�K?8K�FI>8E@Q8K@FEJ�K?8K�8I<

89C<�KF�@DGIFM<�K?<@I�:FDDLE@:8K@FE�@EK<>I@KP�8CJF�@E:I<8J<�K?<@I�D8IB<K�M8CL<�9P�8J

DL:?�8J�����1<�N@CC�<OGCFI<�K?<�;<`E@K@FE�8E;�9<E<`KJ�F=�<d<:K@M<�:FDDLE@:8K@FE�@E

FLI�E<OK�J<:K@FE�

)74��><<D=820C8>=�%A>24BB

�FDDLE@:8K@FE�=LC`CCJ�K?I<<�D8@E�=LE:K@FEJ�N@K?@E�8E�FI>8E@Q8K@FE
�@E:CL;@E>

:FFI;@E8K@FE
�KI8EJD@JJ@FE�F=�@E=FID8K@FE
�8E;�J?8I@E>�<DFK@FEJ�8E;�=<<C@E>J���CC

K?<J<�=LE:K@FEJ�8I<�M@K8C�KF�8�JL::<JJ=LC�FI>8E@Q8K@FE��.?<�:FFI;@E8K@FE�F=�<dFIK�N@K?@E

8E�FI>8E@Q8K@FE�?<CGJ�G<FGC<�NFIB�KFN8I;�K?<�J8D<�>F8CJ��.I8EJD@KK@E>�@E=FID8K@FE�@J

8�M@K8C�G8IK�F=�K?@J�GIF:<JJ��-?8I@E>�<DFK@FEJ�8E;�=<<C@E>J�9FE;J�K<8DJ�8E;�LE@K<J

G<FGC<�@E�K@D<J�F=�:<C<9I8K@FE�8E;�:I@J@J�� d<:K@M<�:FDDLE@:8K@FE�?<CGJ�G<FGC<�>I8JG

@JJL<J
�9L@C;�I8GGFIK�N@K?�:FNFIB<IJ
�8E;�8:?@<M<�:FEJ<EJLJ��-F
�?FN�:8E�N<

:FDDLE@:8K<�<d<:K@M<CP��.?<�`IJK�JK<G�@J�KF�LE;<IJK8E;�K?<�:FDDLE@:8K@FE�GIF:<JJ�

1<�8CC�<O:?8E><�@E=FID8K@FE�N@K?�FK?<IJ�:FLEKC<JJ�K@D<J�<8:?�;8P�9P�G?FE<
�<�D8@C


GI@EK<;�NFI;
�8E;�F=�:FLIJ<
�@E�G<IJFE��&<K�LJ�K8B<�8�DFD<EK�KF�J<<�?FN�8�KPG@:8C

:FDDLE@:8K@FE�NFIBJ�LJ@E>�K?@J�8J�8�>L@;<�

�
�



�86DA4���� %A>24BB�">34;�>5��><<D=820C8>=

��J<E;<I
�JL:?�8J�8�9FJJ
�:FNFIB<I
�FI�:LJKFD<I
�FI@>@E8K<J�K?<�D<JJ8><�N@K?�8

K?FL>?K��!FI�<O8DGC<
�K?<�9FJJ\J�K?FL>?K�:FLC;�9<��]�2A�:<?2�=?6;A2?�A<;2?�0.?A?6142@�^

.?<�J<E;<I�<E:F;<J�K?<�D<JJ8><
�KI8EJC8K@E>�K?<�@;<8�@EKF�NFI;J�

.?<�9FJJ�D8P�:FDDLE@:8K<�K?@J�K?FL>?K�9P�J8P@E>
�]#<P�PFL�>LPJ
�C<K\J�FI;<I�DFI<

GI@EK<I�KFE<I�:8IKI@;><J�^

.?<�D<;@LD�F=�K?@J�<E:F;<;�D<JJ8><�D8P�9<�JGFB<E�NFI;J
�NI@KK<E�NFI;J
�FI�J@>EJ�

.?<�I<:<@M<I�@J�K?<�G<IJFE�N?F�I<:<@M<J�K?<�D<JJ8><�

.?<�I<:<@M<I�;<:F;<J�K?<�D<JJ8><�9P�8JJ@>E@E>�D<8E@E>�KF�K?<�NFI;J�

eE�K?@J�<O8DGC<
�FLI�I<:<@M<I
��@CC
�?8J�8�KF�;F�C@JK�8�D@C<�CFE>��])52�/<@@�:B@A�8;<D�5<D

:B05�D<?8�P�.9?2.1F�5.C2
^�K?<�I<:<@M<I�K?@EBJ���@CC\J�D@E;�KI8EJC8K<J�?@J�9FJJ\J�D<JJ8><

8J
�]�<B91�F<B�<?12?�@<:2�=?6;A2?�A<;2?�0.?A?6142@��6;�.116A6<;�A<�2C2?FA56;4�29@2�P�.@821

F<B�A<�1<�A56@�D228É63�F<B�0.;�M;1�A52�A6:2�̂

.?<�D<8E@E>�K?8K�K?<�I<:<@M<I�8JJ@>EJ�D8P�EFK�9<�K?<�D<8E@E>�K?8K�K?<�J<E;<I

@EK<E;<;
�9<:8LJ<�F=�=8:KFIJ�JL:?�8J�EF@J<��(F@J<�@J�8EPK?@E>�K?8K�@EK<I=<I<J�N@K?�FI

;@JKFIKJ�K?<�D<JJ8><�9<@E>�KI8EJ=FID<;��(F@J<�:8E�9<�<OK<IE8C�@E�K?<�<EM@IFED<EK

�JL:?�8J�;@JKI8:K@FEJ	�FI�@K�:8E�9<�N@K?@E�K?<�I<:<@M<I��!FI�<O8DGC<
�K?<�I<:<@M<I�D8P�9<

<OKI<D<CP�E<IMFLJ�8E;�LE89C<�KF�G8P�8KK<EK@FE�KF�K?<�D<JJ8><��(F@J<�:8E�<M<E�F::LI

N@K?@E�K?<�J<E;<I��.?<�J<E;<I�D8P�9<�LEN@CC@E>�KF�K8B<�K?<�K@D<�KF�:FEM<P�8E�8::LI8K<

D<JJ8><
�FI�K?<�NFI;J�K?8K�8I<�:?FJ<E�:8E�9<�8D9@>LFLJ�8E;�GIFE<�KF

D@J@EK<IGI<K8K@FE�

*@:KLI<�K?<�E<OK�J:<E<��.?<�GC8:<��8�JK8d�D<<K@E>��.?<�K@D<��8�=<N�;8PJ�C8K<I���@CC\J�9FJJ

9<C@<M<J�K?<�D<JJ8><�89FLK�GI@EK<I�KFE<I�?8J�9<<E�I<:<@M<;�

K�?2�A52�=?6;A2?�A<;2?�0.?A?6142@�52?2�F2A�^��@CC\J�9FJJ�8JBJ�

K-<B�;2C2?�@.61�6A�D.@�.�?B@5�7</�^��@CC�GIFK<JKJ�

�
	



K�BA�̂

K�BA�̂

'@J:FDDLE@:8K@FEJ�C@B<�K?<J<�?8GG<E�@E�K?<�NFIBGC8:<�<M<IP�;8P��1<\M<�J<<E�K?8K

D@J:FDDLE@:8K@FE�;F<J�F::LI�@E�K?<�NFIBGC8:<
�9LK�?FN�;F<J�8�D@J:FDDLE@:8K@FE

?8GG<E��eK�?<CGJ�KF�K?@EB�F=�K?<�:FDDLE@:8K@FE�GIF:<JJ��.?<�J<I@<J�F=�8IIFNJ�GF@EK@E>

K?<�N8P�=IFD�K?<�J<E;<I�KF�K?<�I<:<@M<I�8E;�98:B�8>8@E�:8E
�8E;�F=K<E�;F
�=8CC�J?FIK�F=

K?<@I�K8I><K�

KEY TAKEAWAY
 IGGOHC=;NCIH�CM�PCN;F�NI�ILA;HCT;NCIHM��-IIL�=IGGOHC=;NCIH�CM

JL?P;F?HN�<?NQ??H�M?H>?LM�;H>�L?=?CP?LM�� IGGOHC=;NCIH�@OF@CFFM

NBL??�@OH=NCIHM�QCNBCH�ILA;HCT;NCIHM��CH=FO>CHA�=IIL>CH;NCIH��NB?

NL;HMGCMMCIH�I@�CH@ILG;NCIH��;H>�MB;LCHA�?GINCIHM�;H>�@??FCHAM�

+ICM?�=;H�>CMLOJN�IL�>CMNILN�=IGGOHC=;NCIH�

Exercises
�� 4B?L?�B; P?�SIO�M??H�NB?�=IGGOHC=;NCIH�JLI=?MM�<L?;E�>IQH�;N

QILE���N�M=BIIF���N�BIG?�

�� "RJF;CH�BIQ�GCM=IGGOHC=;NCIH�GCABN�<?�L?F;N?>�NI�;H�;==C>?HN�;N

QILE�

�� $CP?�;H�?R;GJF?�I@�HICM?�>OLCHA�NB?�=IGGOHC=;NCIH�JLI=?MM�

�����><<D=820C8>=��0AA84AB

�M8@C89C<�LE;<I�I<8K@M<��FDDFEJ�(FE�FDD<I:@8C�-?8I<�C@B<�����eEK<IE8K@FE8C�&@:<EJ<�?KKG�:

I<8K@M<:FDDFEJ�FI>C@:<EJ<J9P�E:�J8���	�

Learning Objectives
�� 2H>?LMN;H>�>C@@?L?HN�Q;SM�NB;N�NB?�=IGGOHC=;NCIH�JLI=?MM�=;H�<?

MC>?NL;=E?>�

�� 2H>?LMN;H>�NB?�LIF?�JIIL�FCMN?HCHA�JF;SM�CH�=IGGOHC=;NCIH�JLI<F?GM�

�� 2H>?LMN;H>�QB;N�;=NCP?�FCMN?HCHA�CM�

�� )?;LH�MNL;N?AC?M�NI�<?=IG?�;�GIL?�?@@?=NCP?�FCMN?H?L�

�0AA84AB�C>��S42C8E4��><<D=820C8>=

(41�.5331?@�?5:381�<>;.819�5:�/;99A:5/-@5;:�5?�@41�588A?5;:�@4-@�5@�4-?

@-71:�<8-/1	

����1;>31��1>:->0�'4-C Ó
�8;C4A8=6

!@CK<I@E>�@J�K?<�;@JKFIK@FE�FI�N@K??FC;@E>�F=�@E=FID8K@FE�KF�D8E8><�8�G<IJFE\J

I<8:K@FEJ��-FD<�<O8DGC<J�F=�`CK<I@E>�@E:CL;<�8�D8E8><I\J�B<<G@E>�8�;@M@J@FE\J�E<>8K@M<

Ò

�



http://creativecommons.org/licenses/by-nc-sa/4.0/
http://creativecommons.org/licenses/by-nc-sa/4.0/
http://creativecommons.org/licenses/by-nc-sa/4.0/


J8C<J�`>LI<J�=IFD�8�JLG<I@FI
�@E�K?@J�:8J<
�K?<�M@:<�GI<J@;<EK��.?<�FC;�J8P@E>
�]�FE\K

J?FFK�K?<�D<JJ<E><I�^�@CCLJKI8K<J�K?<�K<E;<E:P�F=�I<:<@M<IJ�KF�M<EK�K?<@I�E<>8K@M<

I<JGFEJ<�KF�LEN8EK<;�D<JJ8><J�KF�K?<�J<E;<I����>8K<B<<G<I��K?<�M@:<�GI<J@;<EK\J

8JJ@JK8EK
�G<I?8GJ	�N?F�;F<JE\K�G8JJ�8CFE>�8�:FDGC<K<�D<JJ8><�@J�8CJF�`CK<I@E>�

�;;@K@FE8CCP
�K?<�M@:<�GI<J@;<EK�D8P�;<C<K<�K?<�<�D8@C�8EEFLE:@E>�K?<�HL8IK<I\J�J8C<J

`>LI<J�9<=FI<�I<8;@E>�@K
�9CF:B@E>�K?<�D<JJ8><�9<=FI<�@K�8II@M<J�

�J�PFL�:8E�J<<
�`CK<I@E>�GI<M<EKJ�D<D9<IJ�F=�8E�FI>8E@Q8K@FE�=IFD�><KK@E>�K?<

:FDGC<K<�G@:KLI<�F=�8�J@KL8K@FE��.F�D8O@D@Q<�PFLI�:?8E:<J�F=�J<E;@E>�8E;�I<:<@M@E>

<d<:K@M<�:FDDLE@:8K@FEJ
�@K\J�?<CG=LC�KF�;<C@M<I�8�D<JJ8><�@E�DLCK@GC<�N8PJ�8E;�KF

J<<B�@E=FID8K@FE�=IFD�DLCK@GC<�JFLI:<J��eE�K?@J�N8P
�K?<�@DG8:K�F=�8EP�FE<�G<IJFE\J

`CK<I@E>�N@CC�9<�;@D@E@J?<;�

-@E:<�G<FGC<�K<E;�KF�`CK<I�98;�E<NJ�DFI<�;LI@E>�LGN8I;�:FDDLE@:8K@FE
�@K�@J�8CJF

?<CG=LC�KF�I<D<D9<I�K?8K�K?FJ<�9<CFN�PFL�@E�8E�FI>8E@Q8K@FE�D8P�9<�N8IP�F=�J?8I@E>

98;�E<NJ��)E<�N8P�KF�;<=LJ<�K?@J�K<E;<E:P�KF�`CK<I�@J�KF�I<N8I;�<DGCFP<<J�N?F

:C<8ICP�:FEM<P�@E=FID8K@FE�LGN8I;
�I<>8I;C<JJ�F=�N?<K?<I�K?<�E<NJ�@J�>FF;�FI�98;�

#<I<�8I<�JFD<�F=�K?<�:I@K<I@8�K?8K�@E;@M@;L8CJ�D8P�LJ<�N?<E�;<:@;@E>�N?<K?<I�KF�`CK<I

8�D<JJ8><�FI�G8JJ�@K�FE�

�� %.@A�2E=2?62;02��1<I<�GI<M@FLJ�J<E;<IJ�I<N8I;<;�=FI�G8JJ@E>�8CFE>�E<NJ�F=�K?@J

B@E;�@E�K?<�G8JK
�FI�N<I<�K?<P�:I@K@:@Q<;�

��  ;<D92142�.;1�=2?02=A6<;�<3�A52�@=2.82?��#8J�K?<�I<:<@M<I\J�;@I<:K�JLG<I@FI�D8;<�@K

:C<8I�K?8K�]EF�E<NJ�@J�>FF;�E<NJ�^

�� �:<A6<;.9�@A.A2��6;C<9C2:2;A�D6A5�A52�A<=60��.;1�92C29�<3�.AA2;A6<;���F<J�K?<�J<E;<I\J

=<8I�F=�=8@CLI<�FI�:I@K@:@JD�GI<M<EK�K?<�D<JJ8><�=IFD�9<@E>�:FEM<P<;��eJ�K?<�KFG@:

N@K?@E�K?<�J<E;<I\J�I<8CD�F=�<OG<IK@J<
�@E:I<8J@E>�:FE`;<E:<�@E�K?<�89@C@KP�KF

;<:F;<�K?<�D<JJ8><
�FI�@J�K?<�J<E;<I�FLK�F=�8�G<IJFE8C�:FD=FIK�QFE<�N?<E�@K

:FD<J�KF�<M8CL8K@E>�K?<�D<JJ8><\J�J@>E@`:8E:<���I<�G<IJFE8C�:FE:<IEJ�@DG8:K@E>

K?<�J<E;<I\J�89@C@KP�KF�AL;><�K?<�D<JJ8><\J�M8CL<�

)E:<�8>8@E
�`CK<I@E>�:8E�C<8;�KF�D@J:FDDLE@:8K@FEJ�@E�9LJ@E<JJ��&@JK<E<IJ�KI8EJC8K<

D<JJ8><J�@EKF�K?<@I�FNE�NFI;J
�<8:?�:I<8K@E>�8�LE@HL<�M<IJ@FE�F=�N?8K�N8J�J8@;�

(4;42C8E4�%4A24?C8>=

-D8CC�K?@E>J�:8E�:FDD8E;�FLI�8KK<EK@FE�N?<E�N<\I<�M@J@K@E>�8�E<N�GC8:<Z8�E<N�:@KP

FI�8�E<N�:FDG8EP��)M<I�K@D<
�?FN<M<I
�N<�9<>@E�KF�D8B<�8JJLDGK@FEJ�89FLK�K?<

<EM@IFED<EK�98J<;�FE�FLI�G8JK�<OG<I@<E:<J�

-<C<:K@M<�G<I:<GK@FE�I<=<IJ�KF�`CK<I@E>�N?8K�N<�J<<�8E;�?<8I�KF�JL@K�FLI�FNE�E<<;J�

.?@J�GIF:<JJ�@J�F=K<E�LE:FEJ:@FLJ��1<�8I<�9FD98I;<;�N@K?�KFF�DL:?�JK@DLC@�<M<IP�;8P

KF�G8P�<HL8C�8KK<EK@FE�KF�<M<IPK?@E>
�JF�N<�G@:B�8E;�:?FFJ<�8::FI;@E>�KF�FLI�FNE

E<<;J��-<C<:K@M<�G<I:<GK@FE�@J�8�K@D<�J8M<I
�8�E<:<JJ8IP�KFFC�@E�8�:FDGC<O�:LCKLI<���LK

@K�:8E�8CJF�C<8;�KF�D@JK8B<J�

.?@EB�98:B�KF�K?<�<O8DGC<�:FEM<IJ8K@FE�9<KN<<E�K?<�G<IJFE�8JB<;�KF�FI;<I�DFI<

KFE<I�:8IKI@;><J�8E;�?@J�9FJJ�<8IC@<I�@E�K?@J�:?8GK<I��-@E:<��@CC�=FLE;�K?<�KF�;F�C@JK�=IFD

?@J�9FJJ�KF�9<�LEI<8JFE89CP�;<D8E;@E>
�?<�8JJLD<;�K?<�I<HL<JK�:FLC;�N8@K���#FN

<CJ<�:FLC;�?<�;F�<M<IPK?@E>�<CJ<�FE�K?<�C@JK�	�.?<�9FJJ
�8JJLD@E>�K?8K��@CC�?8;�?<8I;

K?<�LI><E:P�@E�?<I�I<HL<JK
�8JJLD<;�K?8K��@CC�NFLC;�GC8:<�K?<�FI;<I�9<=FI<�I<KLIE@E>

���



KF�GI<M@FLJCP�JK8K<;�K8JBJ���FK?�D<D9<IJ�F=�K?@J�FI>8E@Q8K@FE�N<I<�LJ@E>�J<C<:K@M<

G<I:<GK@FE�KF�<M8CL8K<�K?<�:FDDLE@:8K@FE���@CC\J�G<I:<GK@FE�N8J�K?8K�K?<�K8JB�:FLC;

N8@K��.?<�9FJJ\J�G<I:<GK@FE�N8J�K?8K�8�K@D<�=I8D<�N8J�:C<8I
�K?FL>?�LEJK8K<;��1?<E

KNF�J<C<:K@M<�G<I:<GK@FEJ�:FCC@;<
�8�D@JLE;<IJK8E;@E>�F::LIJ�

T=5>A<0C8>=�$E4A;>03

'<JJ8><J�I<8:?�LJ�@E�:FLEKC<JJ�N8PJ�<M<IP�;8P��-FD<�D<JJ8><J�8I<

JF:@<K8CZ8;M<IK@J<D<EKJ�K?8K�N<�D8P�?<8I�FI�J<<�@E�K?<�:FLIJ<�F=�FLI�;8P��)K?<IJ�8I<

GIF=<JJ@FE8CZ<�D8@CJ
�D<DFJ
�8E;�MF@:<�D8@CJ
�8J�N<CC�8J�:FEM<IJ8K@FEJ�N@K?�FLI

:FCC<8>L<J��)K?<IJ�8I<�G<IJFE8CZD<JJ8><J�=IFD�8E;�:FEM<IJ8K@FEJ�N@K?�FLI�CFM<;

FE<J�8E;�=I@<E;J�

�;;�K?<J<�KF><K?<I�8E;�@K\J�<8JP�KF�J<<�?FN�N<�D8P�9<�I<:<@M@E>�DFI<�@E=FID8K@FE

K?8E�N<�:8E�K8B<�@E��.?@J�JK8K<�F=�@D98C8E:<�@J�BEFNE�8J�@E=FID8K@FE�FM<ICF8;
�N?@:?

F::LIJ�]N?<E�K?<�@E=FID8K@FE�GIF:<JJ@E>�;<D8E;J�FE�8E�@E;@M@;L8C\J�K@D<�KF�G<I=FID

@EK<I8:K@FEJ�8E;�@EK<IE8C�:8C:LC8K@FEJ�<O:<<;�K?<�JLGGCP�FI�:8G8:@KP�F=�K@D<�8M8@C89C<

=FI�JL:?�GIF:<JJ@E>�^�)K?<IJ�EFK<�K?8K�@E=FID8K@FE�FM<ICF8;�@J�]8�JPDGKFD�F=�K?<�?@>?�

K<:?�8><
�N?@:?�@J�KFF�DL:?�@E=FID8K@FE�=FI�FE<�?LD8E�9<@E>�KF�89JFI9�@E�8E

<OG8E;@E>�NFIC;�F=�G<FGC<�8E;�K<:?EFCF>P��eK�:FD<J�=IFD�8CC�JFLI:<J�@E:CL;@E>�.0


E<NJG8G<IJ
�8E;�D8>8Q@E<J�8J�N<CC�8J�N8EK<;�8E;�LEN8EK<;�I<>LC8I�D8@C
�<�D8@C�8E;

=8O<J��eK�?8J�9<<E�<O8:<I98K<;�<EFIDFLJCP�9<:8LJ<�F=�K?<�=FID@;89C<�ELD9<I�F=

I<JLCKJ�F9K8@E<;�=IFD�1<9�J<8I:?�<E>@E<J�^�)K?<I�I<J<8I:?�J?FNJ�K?8K�NFIB@E>�@E

JL:?�=I8>D<EK<;�=8J?@FE�J@>E@`:8EKCP�@DG8:KJ�<b:@<E:P
�:I<8K@M@KP
�8E;�D<EK8C�8:L@KP�

"F@E>�98:B�KF�FLI�<O8DGC<�F=��@CC
�C<K\J�J8P�?<\J�@E�?@J�Fb:<�FE�K?<�G?FE<�N@K?�8

JLGGC@<I��1?@C<�?<\J�K8CB@E>
�?<�?<8IJ�K?<�:?@D<�F=�?@J�<�D8@C�8C<IK@E>�?@D�KF�8E

@DGFIK8EK�D<JJ8><�=IFD�?@J�9FJJ��#<\J�J:8EE@E>�K?IFL>?�@K�HL@:BCP�N?@C<�JK@CC�FE�K?<

G?FE<�N?<E�8�:FNFIB<I�GFB<J�?<I�?<8;�@EKF�?@J�Fb:<�J8P@E>��@CC\J�C8K<�=FI�8�JK8d

D<<K@E>��.?<�JLGGC@<I�FE�K?<�FK?<I�<E;�F=�K?<�G?FE<�C@E<�?8J�ALJK�>@M<E�?@D�8�:?F@:<

8DFE>�K?<�GIF;L:KJ�8E;�;<C@M<IP�;8K<J�?<�I<HL<JK<;���@CC�I<8C@Q<J�?<�D@JJ<;�?<8I@E>

K?<�`IJK�KNF�FGK@FEJ
�9LK�?<�;F<JE\K�?8M<�K@D<�KF�8JB�K?<�JLGGC@<I�KF�I<G<8K�K?<D�8CC�FI

KF�KIP�I<:FEE<:K@E>�N@K?�?@D�8K�8�C8K<I�K@D<��#<�:?FFJ<J�K?<�K?@I;�FGK@FEZ8K�C<8JK�?<

?<8I;�K?8K�FE<
�?<�I<8JFEJ
�8E;�@K�J<<D<;�=8@I��#FN�>FF;�N8J��@CC\J�;<:@J@FE�8D@;JK�8CC

K?<�@E=FID8K@FE�?<�N8J�GIF:<JJ@E>�8K�K?<�J8D<�K@D<�

�<>C8>=0;��8B2>==42CB

�E�<d<:K@M<�:FDDLE@:8K@FE�I<HL@I<J�8�J<E;<I�8E;�8�I<:<@M<I�N?F�8I<�FG<E�KF

JG<8B@E>�8E;�C@JK<E@E>�KF�FE<�8EFK?<I
�;<JG@K<�GFJJ@9C<�;@d<I<E:<J�@E�FG@E@FE�FI

G<IJFE8C@KP��)E<�FI�9FK?�G8IK@<J�D8P�?8M<�KF�GLK�K?<@I�<DFK@FEJ�8J@;<�KF�8:?@<M<�K?<

>F8C�F=�:FDDLE@:8K@E>�:C<8ICP����I<:<@M<I�N?F�@J�<DFK@FE8CCP�LGJ<K�K<E;J�KF�@>EFI<�FI

;@JKFIK�N?8K�K?<�J<E;<I�@J�J8P@E>����J<E;<I�N?F�@J�<DFK@FE8CCP�LGJ<K�D8P�9<�LE89C<�KF

GI<J<EK�@;<8J�FI�=<<C@E>J�<d<:K@M<CP�

!02:�>5�(>DA24��0<8;80A8CH�>A��A43818;8CH

#8M<�PFL�<M<I�KFC;�8�AFB<�K?8K�=<CC�a8K��3FL�8E;�K?<�I<:<@M<I�C8:B<;�K?<�:FDDFE

:FEK<OK�K?8K�:FLC;�?8M<�D8;<�@K�=LEEP���)I�P<J
�@K�:FLC;�?8M<�ALJK�9<<E�8�CFLJP�AFB<�	

-8I:8JD�8E;�@IFEP�8I<�JL9KC<�8E;
�K?<I<=FI<
�K?<P�8I<�GFK<EK@8CCP�?LIK=LC�:FDDF;@K@<J

@E�9LJ@E<JJ��eK\J�9<JK�KF�B<<G�K?<J<�KPG<J�F=�:FDDLE@:8K@FEJ�FLK�F=�K?<�NFIBGC8:<
�8J

K?<@I�9<E<`KJ�8I<�C@D@K<;
�8E;�K?<@I�GFK<EK@8C�;8E><IJ�8I<�>I<8K��&8:B�F=�=8D@C@8I@KP�N@K?

���



K?<�J<E;<I�:8E�C<8;�KF�D@J@EK<IGI<K@E>�?LDFI
�<JG<:@8CCP�@E�C<JJ�I@:?�@E=FID8K@FE

:?8EE<CJ�JL:?�8J�<�D8@C��!FI�<O8DGC<
�8E�<�D8@C�=IFD�$@CC�K?8K�<E;J�N@K?
�]'<E�J?FLC;

9<�9F@C<;�@E�M8KJ�F=�F@C
^�:FLC;�9<�@EK<IGI<K<;�8J�8EK@D8C<�@=�K?<�I<:<@M<I�;@;E\K�BEFN

K?8K�$@CC�?8J�8�G<E:?8EK�=FI�<O8>><I8K@FE�8E;�8CN8PJ�AFB<J�KF�C<K�Fd�JK<8D�

-@D@C8ICP
�@=�K?<�J<E;<I�C8:BJ�:I<;@9@C@KP�FI�@J�LEKILJKNFIK?P
�K?<�D<JJ8><�N@CC�EFK�><K

K?IFL>?��,<:<@M<IJ�D8P�9<�JLJG@:@FLJ�F=�K?<�J<E;<I\J�DFK@M8K@FEJ��1?P�@J�J?<�K<CC@E>

D<�K?@J�	��&@B<N@J<
�@=�K?<�J<E;<I�?8J�:FDDLE@:8K<;�<IIFE<FLJ�@E=FID8K@FE�@E�K?<�G8JK

FI�?8J�:I<8K<;�=8CJ<�<D<I><E:@<J
�K?<�:LII<EK�D<JJ8><�D8P�9<�`CK<I<;�

,>A:?;024��>BB8?

.?<�@E=FID8C�>FJJ@G�E<KNFIB�BEFNE�8J�K?<�>I8G<M@E<�@J�8�C@=<C@E<�=FI�D8EP�<DGCFP<<J

J<<B@E>�@E=FID8K@FE�89FLK�K?<@I�:FDG8EP��,<J<8I:?<IJ�8>I<<�K?8K�K?<�>I8G<M@E<�@J�8E

@E<M@K89C<�G8IK�F=�FI>8E@Q8K@FE8C�C@=<��,<J<8I:?�`E;J�K?8K�����F=�8CC�FI>8E@Q8K@FE8C

:FDDLE@:8K@FE�F::LIJ�8K�K?<�>I8G<M@E<�C<M<C�� DGCFP<<J�KILJK�K?<@I�G<<IJ�8J�8�JFLI:<

F=�@E=FID8K@FE
�9LK�K?<�>I8G<M@E<\J�@E=FID8C�JKIL:KLI<�:8E�9<�8�98II@<I�KF�<d<:K@M<

:FDDLE@:8K@FE�=IFD�K?<�D8E8><I@8C�GF@EK�F=�M@<N��eKJ�>I8JJIFFKJ�JKIL:KLI<�>@M<J�@K

>I<8K<I�:I<;@9@C@KP�@E�K?<�D@E;J�F=�<DGCFP<<J�K?8E�@E=FID8K@FE�;<C@M<I<;�K?IFL>?

Fb:@8C�:?8EE<CJ
�<M<E�N?<E�K?8K�@E=FID8K@FE�@J�=8CJ<��-FD<�;FNEJ@;<J�F=�K?<�Fb:<

>I8G<M@E<�8I<�K?8K�>FJJ@G�Fd<IJ�GFC@K@:8CCP�D@E;<;�@EJ@;<IJ�8�GFN<I=LC�KFFC�=FI

;@JJ<D@E8K@E>�:FDDLE@:8K@FE��8E;�J<C=�GIFDFK@E>�D@J:FDDLE@:8K@FEJ	�N@K?@E�8E

FI>8E@Q8K@FE��eE�8;;@K@FE
�K?<�>I8G<M@E<�C8:BJ�8�JG<:@`:�J<E;<I
�N?@:?�:8E�:I<8K<�8

J<EJ<�F=�;@JKILJK�8DFE>�<DGCFP<<J��1?F�@J�8K�K?<�IFFK�F=�K?<�>FJJ@G�E<KNFIB��1?<E

K?<�E<NJ�@J�MFC8K@C<
�JLJG@:@FEJ�D8P�8I@J<�8J�KF�K?<�G<IJFE�FI�G<IJFE�9<?@E;�K?<

D<JJ8><��'8E8><IJ�N?F�LE;<IJK8E;�K?<�>I8G<M@E<\J�GFN<I�:8E�LJ<�@K�KF�J<E;�8E;

I<:<@M<�D<JJ8><J�F=�K?<@I�FNE��.?<P�:8E�8CJF�;<:I<8J<�K?<�>I8G<M@E<\J�GFN<I�9P

J<E;@E>�Fb:@8C�D<JJ8><J�HL@:BCP�8E;�8::LI8K<CP
�J?FLC;�9@>�E<NJ�8I@J<�

(4<0=C82B

1FI;J�:8E�D<8E�;@d<I<EK�K?@E>J�KF�;@d<I<EK�G<FGC<
�FI�K?<P�D@>?K�EFK�D<8E�8EPK?@E>

KF�8EFK?<I�G<IJFE��.?@J�@J�:8CC<;�J<D8EK@:J��!FI�<O8DGC<
�:FDG8E@<J�F=K<E�?8M<�K?<@I

FNE�8:IFEPDJ�8E;�9LQQNFI;J��:8CC<;�9LJ@E<JJ�A8I>FE	�K?8K�8I<�:C<8I�KF�K?<D�9LK

@DG<E<KI89C<�KF�FLKJ@;<IJ��!FI�<O8DGC<
�8K�e�'
�"�-�@J�=F:LJ@E>�FE��*.-
�LJ@E>

<OG<IK@J<�8:HL@I<;�=IFD�K?<�*N��GLI:?8J<��N?@:?�?8;�KF�9<�JFC;�KF�8MF@;�:FEa@:KJ�F=

@EK<I<JK�@E�C@>?K�F=�-)2	�KF�=<E;�Fd�FK?<I��*)�GIFM@;<IJ�8E;�@EIF8;J�9P�K?<��8E>8CFI<

K@><I���F<J�K?@J�D8B<�J<EJ<�KF�PFL��e=�EFK
�?<I<\J�K?<�KI8EJC8K@FE��e�'\J�"CF98C��LJ@E<JJ

-<IM@:<J��"�-	�;@M@J@FE�@J�=F:LJ@E>�FE�Fd<I@E>�:FDG8E@<J��LJ@E<JJ�*IF:<JJ

.I8EJ=FID8K@FE�-<IM@:<J���*.-	
�LJ@E>�K?<�<OG<IK@J<�@K�8:HL@I<;�=IFD�GLI:?8J@E>�K?<

D8E8><D<EK�:FEJLCK@E>�8E;�K<:?EFCF>P�J<IM@:<J�8ID�F=�*I@:<N8K<I?FLJ<�FFG<IJ

�*N�	
�N?@:?�?8;�KF�J<CC�K?<�;@M@J@FE�;L<�KF�K?<�-8I98E<J�)OC<P��:K��-)2��<E8:K<;�@E

I<JGFEJ<�KF�K?<�D8AFI�8::FLEK@E>�J:8E;8CJ�JL:?�8J� EIFE	��.?<�8;;<;�D8E8><D<EK

<OG<IK@J<�GLKJ�@K�89FM<�9LJ@E<JJ�GIF:<JJ�FLKJFLI:@E>���*)	�M<E;FIJ�N?F�=F:LJ�DFI<

FE�8LKFD8K@E>�GIF:<JJ<J�I8K?<I�K?8E�KI8EJ=FID@E>�8E;�@DGIFM@E>�K?<D���?@<=�8DFE>

K?<J<��*)�:FDG<K@KFIJ�@J�1@GIF
�F=K<E�:8CC<;�K?<�]�8E>8CFI<�K@><I^�9<:8LJ<�F=�@KJ

><F>I8G?@:�FI@>@E�8E;�8>>I<JJ@M<�>IFNK?��"@M<E�K?<�8DFLEK�F=�D<JJ8><J�N<�J<E;�8E;

I<:<@M<�<M<IP;8P
�@K�D8B<J�J<EJ<�K?8K�?LD8EJ�NFLC;�KIP�KF�`E;�8�J?FIK:LKZ8�N8P�KF

:FDDLE@:8K<�K?@E>J�@E�:F;<��eE�9LJ@E<JJ
�K?@J�:F;<�@J�BEFNE�8J�A8I>FE��$8I>FE�@J�K?<

C8E>L8><�F=�JG<:@8C@Q<;�K<IDJ�LJ<;�9P�8�>IFLG�FI�GIF=<JJ@FE��eK�@J�:FDDFE�J?FIK?8E;

���



8DFE>�<OG<IKJ�8E;�@=�LJ<;�J<EJ@9CP�:8E�9<�8�HL@:B�8E;�<b:@<EK�N8P�F=

:FDDLE@:8K@E>��'FJK�A8I>FE�:FEJ@JKJ�F=�LE=8D@C@8I�K<IDJ
�89JKI8:K�NFI;J
�EFE<O@JK<EK

NFI;J
�8:IFEPDJ
�8E;�899I<M@8K@FEJ
�N@K?�8E�F::8J@FE8C�<LG?<D@JD�K?IFNE�@E�=FI

>FF;�D<8JLI<�� M<IP�GIF=<JJ@FE
�KI8;<
�8E;�FI>8E@Q8K@FE�?8J�@KJ�FNE�JG<:@8C@Q<;

K<IDJ�

�K�`IJK�>C8E:<
�A8I>FE�JFLE;J�C@B<�8�>FF;�K?@E>Z8�HL@:B<I�N8P�KF�J<E;�8E�<d<:K@M<

:FDDLE@:8K@FE�J@D@C8I�KF�K?<�N8P�K<OK�D<JJ8><�899I<M@8K@FEJ�:8E�J<E;�:FDDFE

D<JJ8><J�@E�8�J?FIK<I
�P<K�LE;<IJK8E;89C<�N8P���LK�K?8K\J�EFK�8CN8PJ�?FN�K?@E>J

?8GG<E��$8I>FE�:8E�9<�8E�F9JK8:C<�KF�<d<:K@M<�:FDDLE@:8K@FE
�:8LJ@E>�C@JK<E<IJ�KF

KLE<�FLK�FI�=FJK<I@E>�@CC�=<<C@E>J�9<KN<<E�G8IKE<IJ�@E�8�:FEM<IJ8K@FE��1?<E�A8I>FE

ILC<J�K?<�;8P
�K?<�D<JJ8><�:8E�><K�F9J:LI<;����B<P�HL<JK@FE�KF�8JB�PFLIJ<C=�9<=FI<

LJ@E>�8�G?I8J<�F=�A8I>FE�@J
�]1?F�@J�K?<�I<:<@M<I�F=�DP�D<JJ8><�^�e=�PFL�8I<�8�JG<:@8C@JK

JG<8B@E>�KF�8EFK?<I�JG<:@8C@JK�@E�PFLI�8I<8
�A8I>FE�D8P�9<�K?<�9<JK�N8P�KF�J<E;�8

D<JJ8><�N?@C<�=FI>@E>�8�GIF=<JJ@FE8C�9FE;ZJ@D@C8I�KF�K?<�N8P�9<JK�=I@<E;J�:8E

:FDDLE@:8K<�@E�:F;<��!FI�<O8DGC<
�8E�e.�K<:?E@:@8E�:FDDLE@:8K@E>�N@K?�8EFK?<I�e.

K<:?E@:@8E�D8P�LJ<�A8I>FE�8J�8�N8P�F=�J?8I@E>�@E=FID8K@FE�@E�8�N8P�K?8K�I<@E=FI:<J�K?<

G8@I\J�J?8I<;�BEFNC<;><���LK�K?8K�J8D<�:FEM<IJ8K@FE�J?FLC;�9<�?<C;�@E�-K8E;8I;

 E>C@J?
�=I<<�F=�A8I>FE
�N?<E�:FDDLE@:8K@E>�N@K?�JK8d�D<D9<IJ�FLKJ@;<�K?<�e.�>IFLG�

$=;8=4��>;;>F�*?

 @>?KP�9LQQ�NFI;J�@E�K?<�9LJ@E<JJ�:8E�9<�=FLE;�8K�K?<�=FCCFN@E>�1<9�J@K<�

?KKG�NNN�8D8E<K�FI>DFM@E>8?<8;<;@KFI@8C����7����EFM��7��9LQQNFI;J�?KD

��;@J:LJJ@FE�F=�N?P�JC8E>�@J�8�GIF9C<D�:8E�9<�=FLE;�8K�K?<�=FCCFN@E>�1<9�J@K<�

?KKG�J9@E=F:8E8;8�89FLK�:FDF;JG<8B=FIJL::<JJ:FLIJ<8JG<<:?C<JJFE��?KD

eE�8;;@K@FE
�K?<�)��.FFC9FO�9<CFN�N@CC�?<CG�PFL�8MF@;�C<KK@E>�9LJ@E<JJ�A8I>FE�><K�@E

PFLI�N8P�8K�NFIB�

OB Toolbox: T ips for Reducing
Miscommunication-by-Jargon

]  :;C�E;A >�-A051:/1 ��&@�NB?S�Q?L?HZN�MCNNCHA�<?MC>?�SIO�CH�F;Q

M=BIIF��G?>C=;F�M=BIIF��IL�CH�NB;N�@CH;H=?�IL�=IGJON?L�=F;MM��NB?H

;MMOG?�NB?S�>IHZN�EHIQ�QB;N�SIO�;L?�N;FECHA�;<ION��0J?;E�@IL�NB?

INB?L�J?LMIH�;H>�HIN�SIO LM?F@�

] �1/;01�E;A >�-/>;:E9? ��&@�SIO�OM?�;H�;=LIHSG�CH�P?L<;F�IL�QLCNN?H

=IGGOHC=;NCIH��?RJF;CH�QB;N�CN�G?;HM�;@N?L�SIO�OM?�CN�@IL�NB?�@CLMN

NCG?��6IOL�;O>C?H=?�QCFF�@CFN?L�SIOL�G?MM;A?�INB?LQCM?��;M�NB?S

QIH>?L��[+IQ�QB;N�>I?M�/,&�MN;H>�@IL�\��&N�MN;H>M�@IL�[L?NO LH�IH

CHP?MNG?HN�\�<NQX<S�NB?�Q;S�	

] !595@�E;A>�6->3;:�A?1��';LAIH�>I?MHZN�H?=?MM;LCFS�G;E?�SIO�MIOH>

MG;LN�IL�<OMCH?MM�M;PPS��&N�=;H�=L?;N?�=IGGOHC=;NCIH�<;LLC?LM�;H>

I<MN;=F?M�;H>�BOLNM�SIOL�;<CFCNS�NI�<OCF>�L?F;NCIHMBCJM�;H>�=FIM?

>?;FM�

���

http://www.amanet.org/movingahead/editorial2002_2003/nov03_80buzzwords.htm
http://sbinfocanada.about.com/od/speakforsuccesscourse/a/speechlesson5.htm


Source: �>;JN?>�@LIG�C>?;M�CH��>O<;NI��0���������*;L=B���	��0=L;J�NB?

D;LAIH�+IQ��/?NLC?P?>�'OFS����������@LIG (41�'@->�!1031> 4?<�MCN?�

BNNJ���QQQ�MN;H>>?FCP?L�=IG�MN;L:F?>A?L��������;MJ�

�4=34A��8S4A4=24B�8=��><<D=820C8>=

'<E�8E;�NFD<E�NFIB�KF><K?<I�<M<IP�;8P
�9LK�K?<@I�;@d<I<EK�JKPC<J�F=�:FDDLE@:8K@FE

:8E�JFD<K@D<J�NFIB�8>8@EJK�K?<D��"<E<I8CCP�JG<8B@E>
�NFD<E�C@B<�KF�8JB�HL<JK@FEJ

9<=FI<�JK8IK@E>�8�GIFA<:K
�N?@C<�D<E�K<E;�KF�]ALDG�I@>?K�@E�^���D8C<�D8E8><I�N?F\J

LE8N8I<�F=�?FN�DFJK�NFD<E�:FDDLE@:8K<�K?<@I�I<8;@E<JJ�KF�NFIB�D8P�D@JG<I:<@M<

8�I<8;P�<DGCFP<<�8J�EFK�9<@E>�GI<G8I<;�

�EFK?<I�;@d<I<E:<�K?8K�?8J�9<<E�EFK@:<;�@J�K?8K�D<E�F=K<E�JG<8B�@E�JGFIKJ

D<K8G?FIJ
�N?@C<�D8EP�NFD<E�LJ<�K?<@I�?FD<�8J�8�JK8IK@E>�GC8:<�=FI�8E8CF>@<J�

1FD<E�N?F�9<C@<M<�D<E�8I<�]FECP�K8CB@E>�89FLK�K?<�>8D<^�D8P�9<�D@JJ@E>�FLK�FE�8

:?8E:<�KF�G8IK@:@G8K<�@E�8�;@M@J@FE\J�JKI8K<>P�8E;�FGGFIKLE@K@<J�=FI�K<8DNFIB�8E;

]I8CCP@E>�K?<�KIFFGJ^�=FI�JL::<JJ�

]eK�@J�@DGFIK8EK�KF�GIFDFK<�K?<�9<JK�GFJJ@9C<�:FDDLE@:8K@FE�9<KN<<E�D<E�8E;

NFD<E�@E�K?<�NFIBGC8:<
^�EFK<J�><E;<I�GFC@:P�8;M@JFI��<<�(FIKFE
�N?F�GIFM@;<;�K?<

89FM<�<O8DGC<��]�J�N<�DFM<�9<KN<<E�K?<�D8C<�8E;�=<D8C<�:LCKLI<J
�N<�JFD<K@D<J

?8M<�KF�:?8E><�?FN�N<�9<?8M<��JG<8B�K?<�C8E>L8><�F=�K?<�FK?<I�><E;<I	�KF�>8@E�K?<

9<JK�I<JLCKJ�=IFD�K?<�J@KL8K@FE���C<8ICP
�JL::<JJ=LC�FI>8E@Q8K@FEJ�F=�K?<�=LKLI<�8I<

>F@E>�KF�?8M<�C<8;<IJ�8E;�K<8D�D<D9<IJ�N?F�LE;<IJK8E;
�I<JG<:K
�8E;�8GGCP�K?<

ILC<J�F=�><E;<I�:LCKLI<�8GGIFGI@8K<CP�^

�J�N<�?8M<�J<<E
�;@d<I<E:<J�@E�D<E\J�8E;�NFD<E\J�:FDDLE@:8K@FE�JKPC<J�:8E�C<8;�KF

D@JLE;<IJK8E;@E>J�@E�K?<�NFIBGC8:<���<@E>�8N8I<�F=�K?<J<�;@d<I<E:<J
�?FN<M<I
�:8E

9<�K?<�`IJK�JK<G�@E�C<8IE@E>�KF�NFIB�N@K?�K?<D�@EJK<8;�F=�8IFLE;�K?<D��%<<G�@E�D@E;

K?8K�D<E�K<E;�KF�=F:LJ�DFI<�FE�:FDG<K@K@FE
�;8K8
�8E;�FI;<IJ�@E�K?<@I

:FDDLE@:8K@FEJ
�N?@C<�NFD<E�K<E;�KF�=F:LJ�DFI<�FE�:FFG<I8K@FE
�@EKL@K@FE
�8E;

I<HL<JKJ���FK?�JKPC<J�:8E�9<�<d<:K@M<�@E�K?<�I@>?K�J@KL8K@FEJ
�9LK�LE;<IJK8E;@E>�K?<

;@d<I<E:<J�@J�8�`IJK�JK<G�@E�8MF@;@E>�D@JLE;<IJK8E;@E>J�

�8S4A4=24B�8=�"40=8=6 �4CF44= C74�(4=34A�0=3�'4248E4A

]'<8E�N?8K�PFL�J8P
�8E;�J8P�N?8K�PFL�D<8E�^�eK\J�8E�<8JP�K?@E>�KF�J8P���LK�@E

9LJ@E<JJ
�N?8K�;F�K?FJ<�NFI;J�D<8E��-@DGCP�GLK
�;@d<I<EK�NFI;J�D<8E�;@d<I<EK

K?@E>J�KF�;@d<I<EK�G<FGC<���><
�<;L:8K@FE
�8E;�:LCKLI8C�98:B>IFLE;�8I<�8CC�=8:KFIJ�K?8K

@EaL<E:<�?FN�8�G<IJFE�@EK<IGI<KJ�NFI;J��.?<�C<JJ�N<�:FEJ@;<I�FLI�8L;@<E:<
�K?<

>I<8K<I�FLI�:?8E:<J�F=�D@J:FDDLE@:8K@FE�N@CC�9<�� C@D@E8K@E>�A8I>FE�@J�FE<�N8P�F=

<EJLI@E>�FLI�NFI;J�N@CC�:FEM<P�I<8C�NFIC;�:FE:<GKJ�KF�FK?<IJ��-G<8B@E>�KF�FLI

8L;@<E:<
�8J�FGGFJ<;�KF�JG<8B@E>�89FLK�FLIJ<CM<J
�@J�8EFK?<I�

'8E8><IJ�N?F�JG<8B�89FLK�]CFE>�K<ID�>F8CJ�8E;�GIF`KJ^�KF�8�JK8d�K?8K�?8J�I<:<@M<;

J:8EK�I8@J<J�D8P�`E;�K?<@I�:FI<�D<JJ8><��]3FL\I<�;F@E>�8�>I<8K�AF9Z8E;�K?8K�9<E<`KJ

K?<�=FCBJ�@E�:?8I><�^	�?8J�@E=LI@8K<;�K?<�>IFLG�K?<P�?FG<;�KF�@EJG@I<��eEJK<8;


D8E8><IJ�N?F�I<:F>E@Q<�K?<�:FEKI@9LK@FEJ�F=�K?<@I�JK8d�8E;�:FE`ID�K?8K�K?@J�NFIB�@J

:FEKI@9LK@E>�KF�:FDG8EP�>F8CJ�@E�N8PJ�]K?8K�N@CC�9<E<`K�K?<�JFLI:<�F=�FLI

JL::<JJZFLI�<DGCFP<<J�8J�N<CC�8J�<O<:LK@M<J
^�N@CC�`E;�K?8K�K?<@I�:FI<�D<JJ8><

���



�]3FL\I<�;F@E>�8�>I<8K�AF9ZN<�I<8CCP�M8CL<�PFLI�NFIB�^	�@J�I<:<@M<;�8J�@EK<E;<;
�I8K?<I

K?8E�9<@E>�D@J@EK<IGI<K<;�

�80B43�!0=6D064

1FI;J�8E;�8:K@FEJ�K?8K�JK<I<FKPG<�FK?<IJ�FE�K?<�98J@J�F=�G<IJFE8C�FI�>IFLG�8bC@8K@FE

8I<�<O8DGC<J�F=�9@8J���<CFN�@J�8�C@JK�F=�NFI;J�K?8K�?8M<�K?<�GFK<EK@8C�KF�9<�Fd<EJ@M<�

.?<�:FCLDE�FE�K?<�I@>?K�GIFM@;<J�8CK<IE8K@M<�NFI;J�K?8K�:8E�9<�LJ<;�@EJK<8;�

�86DA4���� $S4=B8E4�F>A3B�C>�0E>83

 d<:K@M<�:FDDLE@:8K@FE�@J�:C<8I
�=8:KL8C
�8E;�>F8C�FI@<EK<;��eK�@J�8CJF�I<JG<:K=LC�

,<=<II@E>�KF�8�G<IJFE�9P�FE<�8;A<:K@M<��8/?.6; 
�8 16./2A60	�I<;L:<J�K?<�G<IJFE�KF�K?8K

FE<�:?8I8:K<I@JK@:��&8E>L8><�K?8K�@Ea8D<J�FI�JK<I<FKPG<J�8�G<IJFE�GF@JFEJ�K?<

:FDDLE@:8K@FE�GIF:<JJ��&8E>L8><�K?8K�@EJLCKJ�8E�@E;@M@;L8C�FI�>IFLG�98J<;�FE�8><


<K?E@:@KP
�J<OL8C�GI<=<I<E:<
�FI�GFC@K@:8C�9<C@<=J�M@FC8K<J�GL9C@:�8E;�GI@M8K<�JK8E;8I;J�F=

;<:<E:P
�I8E>@E>�=IFD�:@M@C�I@>?KJ�KF�:FIGFI8K<�I<>LC8K@FEJ�

.?<�<dFIK�KF�:I<8K<�8�E<LKI8C�J<K�F=�K<IDJ�KF�I<=<I�KF�?<I@K8><�8E;�GI<=<I<E:<J�?8J

I<JLCK<;�@E�8�;<98K<�FM<I�K?<�E8KLI<�F=�]GFC@K@:8C�:FII<:KE<JJ�^�*IFGFE<EKJ�F=�GFC@K@:8C

:FII<:KE<JJ�J<<�@K�8J�8�N8P�KF�;<=LJ<�K?<�MFC8K@C<�E8KLI<�F=�NFI;J�K?8K�JK<I<FKPG<;

>IFLGJ�8E;�@E;@M@;L8CJ�@E�K?<�G8JK���I@K@:J�F=�GFC@K@:8C�:FII<:KE<JJ�J<<�@KJ�MF:89LC8IP�8J

JK@CK<;�8E;�E<<;C<JJCP�:8LK@FLJ�

'8EP�:FDG8E@<J�Fd<I�E<N�<DGCFP<<J�NI@KK<E�>L@;<J�FE�JK8E;8I;J�F=�JG<<:?�8E;

:FE;L:K��.?<J<�>L@;<J
�8L>D<EK<;�9P�:FDDFE�J<EJ<�8E;�:FLIK<JP
�8I<�JFC@;�JK8IK@E>

GF@EKJ�=FI�<d<:K@M<
�I<JG<:K=LC�NFIBGC8:<�:FDDLE@:8K@FE�

.@GJ�=FI�8GGIFGI@8K<�NFIBGC8:<�JG<<:?�@E:CL;<
�9LK�8I<�EFK�C@D@K<;�KF�K?<�=FCCFN@E>�

_ �CK<IE8K@E>�FLI�LJ<�F=52 8E; @52N?<E�I<=<II@E>�KF�G<FGC<�@E�><E<I8C

_ ,<CP@E>�FE�?LD8E�I<JFLI:<JY><E<I8K<;�>L@;<C@E<J

_ ,<D<D9<I@E>�K?8K�K<IDJ�K?8K�=<<C�I<JG<:K=LC�FI�:FD=FIK89C<�KF�LJ�D8P�EFK�9<

:FD=FIK89C<�FI�I<JG<:K=LC�KF�FK?<IJ

%>>A�!8BC4=8=6

���



(41�3>1-@1?@�/;9<8591:@�@4-@�C-?�1B1>�<-50�@;�91�C-?�C41:�;:1�-?710

91�C4-@���@4;A34@��-:0�-@@1:010�@;�9E�-:?C1>	

����1:>E��-B50�(4;>1-A Ó
��J<E;<I�D8P�JKI@M<�KF�;<C@M<I�8�D<JJ8><�:C<8ICP���LK�K?<�I<:<@M<I\J�89@C@KP�KF�C@JK<E

<d<:K@M<CP�@J�<HL8CCP�M@K8C�KF�JL::<JJ=LC�:FDDLE@:8K@FE��.?<�8M<I8><�NFIB<I�JG<E;J

����F=�K?<@I�NFIB;8PJ�C@JK<E@E>��'8E8><IJ�C@JK<E�LG�KF�����<8:?�;8P��/E=FIKLE8K<CP


C@JK<E@E>�;F<JE\K�C<8;�KF�LE;<IJK8E;@E>�@E�<M<IP�:8J<�

!IFD�8�ELD9<I�F=�;@d<I<EK�G<IJG<:K@M<J
�C@JK<E@E>�D8KK<IJ��!FID<I��?IPJC<I�� )�&<<

e8:F::8�C8D<EK<;
�]e�FECP�N@J?�e�:FLC;�`E;�8E�@EJK@KLK<�K?8K�K<8:?<J�G<FGC<�?FN�KF

C@JK<E���=K<I�8CC
�8�>FF;�D8E8><I�E<<;J�KF�C@JK<E�8K�C<8JK�8J�DL:?�8J�?<�E<<;J�KF�K8CB�^

,<J<8I:?�J?FNJ�K?8K�C@JK<E@E>�JB@CCJ�N<I<�I<C8K<;�KF�GIFDFK@FEJ�

&@JK<E@E>�:C<8ICP�D8KK<IJ��&@JK<E@E>�K8B<J�GI8:K@:<
�JB@CC
�8E;�:FE:<EKI8K@FE���C8E�"LC@:B


8�-K8I9L:BJ��FIGFI8K@FE�JGFB<JG<IJFE
�9<C@<M<J�9<KK<I�C@JK<E@E>�:8E�@DGIFM<�GIF`KJ��e=

<M<IP�-K8I9L:BJ�<DGCFP<<�D@J?<8I;�FE<�����FI;<I�<8:?�;8P
�K?<@I�<IIFIJ�NFLC;�:FJK

K?<�:FDG8EP�8�9@CC@FE�;FCC8IJ�8EEL8CCP��.F�K<8:?�@KJ�<DGCFP<<J�KF�C@JK<E
�-K8I9L:BJ

:I<8K<;�8�:F;<�K?8K�?<CGJ�<DGCFP<<J�K8B@E>�FI;<IJ�?<8I�K?<�J@Q<
�a8MFI
�8E;�LJ<�F=

D@CB�FI�;<:8d<@E8K<;�:Fd<<��.?<�G<IJFE�D8B@E>�K?<�;I@EB�<:?F<J�K?<�FI;<I�8CFL;�

�>F��0=�.>D�T<?A>E4�.>DA�!8BC4=8=6�(:8;;B�

�@:<IF�J8@;
�]-@C<E:<�@J�FE<�F=�K?<�>I<8K�8IKJ�F=�:FEM<IJ8K@FE�^�#FN�F=K<E�?8M<�N<�9<<E

@E�8�:FEM<IJ8K@FE�N@K?�JFD<FE<�<CJ<�N?<E�N<�8I<�EFK�I<8CCP�C@JK<E@E>�9LK�@K:?@E>�KF

:FEM<P�FLI�GFIK@FE��.?@J�9<?8M@FI�@J�BEFNE�8J�]I<?<8IJ@E>�^�eK�JL>><JKJ�K?<�I<:<@M<I

?8J�EF�@EK<EK@FE�F=�:FEJ@;<I@E>�K?<�J<E;<I\J�D<JJ8><�8E;�@J�8:KL8CCP�GI<G8I@E>�KF

I<JGFE;�KF�8E�<8IC@<I�GF@EK�@EJK<8;�� d<:K@M<�:FDDLE@:8K@FE�I<C@<J�FE�8EFK?<I�B@E;�F=

C@JK<E@E>��8:K@M<�C@JK<E@E>�

�:K@M<�C@JK<E@E>�:8E�9<�;<`E<;�8J�>@M@E>�=LCC�8KK<EK@FE�KF�N?8K�FK?<I�G<FGC<�8I<�J8P@E>


K8B@E>�K@D<�KF�LE;<IJK8E;�K?<�GF@EKJ�9<@E>�D8;<
�8JB@E>�HL<JK@FEJ�8J�E<<;<;
�8E;

EFK�@EK<IILGK@E>�8K�@E8GGIFGI@8K<�K@D<J���:K@M<�C@JK<E@E>�:I<8K<J�8�I<8C�K@D<

I<C8K@FEJ?@G�9<KN<<E�K?<�J<E;<I�8E;�I<:<@M<I�9P�8:BEFNC<;>@E>�K?<�:FEK<EK�8E;

I<:<@GK�F=�8�D<JJ8><���J�N<\M<�J<<E�@E�K?<�-K8I9L:BJ�<O8DGC<�89FM<
�I<G<8K@E>�8E;

:FE`ID@E>�8�D<JJ8><\J�:FEK<EK�Fd<IJ�8�N8P�KF�:FE`ID�K?8K�K?<�:FII<:K�:FEK<EK�@J

aFN@E>�9<KN<<E�:FCC<8>L<J��.?<�GIF:<JJ�:I<8K<J�8�9FE;�9<KN<<E�:FNFIB<IJ�N?@C<

@E:I<8J@E>�K?<�aFN�8E;�8::LI8:P�F=�D<JJ8>@E>�

� >F��0=�,4�!8BC4=��2C8E4;H�

�8IC�,F><IJ�>8M<�`M<�ILC<J�=FI�8:K@M<�C@JK<E@E>�

�� &@JK<E�=FI�D<JJ8><�:FEK<EK�

�� &@JK<E�=FI�=<<C@E>J�

�� ,<JGFE;�KF�=<<C@E>J�

�� (FK<�8CC�:L<J�

�� *8I8G?I8J<�8E;�I<JK8K<�

.?<�>FF;�E<NJ�@J�K?8K�C@JK<E@E>�@J�8�JB@CC�K?8K�:8E�9<�C<8IE<;��5��6�.?<�`IJK�JK<G�@J�KF

;<:@;<�K?8K�N<�N8EK�KF�C@JK<E���8JK@E>�8J@;<�;@JKI8:K@FEJ
�JL:?�8J�9P�I<;L:@E>

Ò
���



98:B>IFLE;�FI�@EK<IE8C�EF@J<
�@J�:I@K@:8C��.?<�I<:<@M<I�K8B<J�@E�K?<�J<E;<I\J�D<JJ8><

J@C<EKCP
�N@K?FLK�JG<8B@E>�

-<:FE;
�K?IFL>?FLK�K?<�:FEM<IJ8K@FE
�J?FN�K?<�JG<8B<I�K?8K�PFL\I<�C@JK<E@E>��3FL�:8E

;F�K?@J�EFEM<I98CCP�9P�EF;;@E>�PFLI�?<8;�8E;�B<<G@E>�PFLI�8KK<EK@FE�=F:LJ<;�FE�K?<

JG<8B<I��3FL�:8E�8CJF�;F�@K�M<I98CCP
�9P�J8P@E>�K?@E>J�C@B<
�]3<J
^�].?8K\J�@EK<I<JK@E>
^�FI

FK?<I�JL:?�M<I98C�:L<J���J�PFL\I<�C@JK<E@E>
�G8P�8KK<EK@FE�KF�K?<�J<E;<I\J�9F;P

C8E>L8><�=FI�8;;@K@FE8C�:L<J�89FLK�?FN�K?<P\I<�=<<C@E>��eEK<I<JK@E>CP
�J@C<E:<�?8J�8�IFC<

@E�8:K@M<�C@JK<E@E>���LI@E>�8:K@M<�C@JK<E@E>
�N<�8I<�KIP@E>�KF�LE;<IJK8E;�N?8K�?8J�9<<E

J8@;
�8E;�@E�J@C<E:<�N<�:8E�:FEJ@;<I�K?<�@DGC@:8K@FEJ��1<�:8E\K�:FEJ@;<I�@E=FID8K@FE

8E;�F9A<:K�KF�@K�8K�K?<�J8D<�K@D<��.?8K\J�N?<I<�K?<�GFN<I�F=�J@C<E:<�:FD<J�@EKF�GC8P�

!@E8CCP
�@=�8EPK?@E>�@J�EFK�:C<8I�KF�PFL
�8JB�HL<JK@FEJ���FE`ID�K?8K�PFL\M<�?<8I;�K?<

D<JJ8><�8::LI8K<CP
�9P�I<G<8K@E>�98:B�8�:IL:@8C�G@<:<�C@B<
�]"I<8K
�e\CC�J<<�PFL�8K�����

G�D��@E�DP�Fb:<�^��K�K?<�<E;�F=�K?<�:FEM<IJ8K@FE
�8�K?8EB�PFL�=IFD�9FK?�G8IK@<J�@J�8E

FGK@FE8C�9LK�?@>?CP�<d<:K@M<�N8P�F=�8:BEFNC<;>@E>�<8:?�FK?<I\J�K<8DNFIB�

�42><8=6�0�">A4��S42C8E4�!8BC4=4A

�J�N<\M<�J<<E�89FM<
�8:K@M<�C@JK<E@E>�:I<8K<J�8�DFI<�;PE8D@:�I<C8K@FEJ?@G�9<KN<<E�8

I<:<@M<I�8E;�8�J<E;<I��eK�JKI<E>K?<EJ�G<IJFE8C�@EM<JKD<EK�@E�K?<�@E=FID8K@FE�9<@E>

J?8I<;��eK�8CJF�=FI><J�?<8CK?P�NFIB@E>�I<C8K@FEJ?@GJ�8DFE>�:FCC<8>L<J�9P�D8B@E>

JG<8B<IJ�8E;�C@JK<E<IJ�<HL8CCP�M8CL<;�D<D9<IJ�F=�K?<�:FDDLE@:8K@FE�GIF:<JJ�

'8EP�:FDG8E@<J�Fd<I�GL9C@:�JG<8B@E>�:FLIJ<J�=FI�K?<@I�JK8d
�9LK�N?8K�89FLK�]GL9C@:

C@JK<E@E>^��#<I<�8I<�JFD<�DFI<�N8PJ�PFL�:8E�9L@C;�PFLI�C@JK<E@E>�JB@CCJ�9P�9<:FD@E>�8

DFI<�<d<:K@M<�C@JK<E<I�8E;�98E@J?@E>�:FDDLE@:8K@FE�=I<<Q<IJ�=IFD�PFLI�;@J:LJJ@FEJ�

OB Toolbox: 10 Ways to Improve You r
Listening Habits

�� '@->@�.E�?@;<<5:3��1;E?�;�GIG?HN�NI�CHB;F?�;H>�?RB;F?�KOC?NFS

<?@IL?�SIO�<?ACH�NI�FCMN?H��6IOL�DI<�;M�;�FCMN?H?L�CM�NI�L?=?CP?

CH@ILG;NCIH�IJ?HFS�;H>�;==OL;N?FS�

�� �;:K@�C;>>E�-.;A@�C4-@�E;AK88�?-E�C41:�@41�@591�/;91?��0CF?H=?�=;H�<?

;�<?;ONC@OF�NBCHA�

�� �;5:�@41�?1:01>K?�@1-9��4B?H�NB?�M?H>?L�J;OM?M��MOGG;LCT?�QB;N

SIO�<?FC?P?�B;M�<??H�M;C>��[4B;N�&ZG�B?;LCHA�CM�NB;N�Q?�H??>�NI

@I=OM�IH�G;LE?NCHA�;M�Q?FF�;M�M;F?M��&M�NB;N�=ILL?=N�\��?�;NN?HNCP?

NI�JBSMC=;F�;M�Q?FF�;M�P?L<;F�=IGGOHC=;NCIHM��[&�B?;L�SIO�M;SCHA

NB;N�Q?�MBIOF>�@I=OM�IH�G;LE?NCHA��<ON�NB?�Q;S�SIOZL?�MB;ECHA

SIOL�B?;>�N?FFM�G?�NB?�C>?;�G;S�HIN�L?;FFS�;JJ?;F�NI�SIOXCM�NB;N

LCABN�\

�� �;:K@�9A8@5@-?7�C4581�85?@1:5:3��)CMN?HCHA�CM�;�@OFFNCG?�DI<��&NZM

N?GJNCHA�NI�GOFNCN;ME�QB?H�SIO�;H>�NB?�M?H>?L�;L?�CH�>C@@?L?HN

JF;=?M��<ON�>ICHA�NB;N�CM�=IOHN?LJLI>O=NCP?��1B?�BOG;H�GCH>�=;H

IHFS�@I=OM�IH�IH?�NBCHA�;N�;�NCG?��)CMN?HCHA�QCNB�IHFS�J;LN�I@�SIOL

<L;CH�CH=L?;M?M�NB?�=B;H=?M�NB;N�SIOZFF�B;P?�KO?MNCIHM�F;N?L�

OFNCG;N?FS�L?KOCLCHA�GIL?�I@�NB?�MJ?;E?LZM�NCG?����H>�QB?H�NB?

MJ?;E?L�CM�CH�NB?�M;G?�LIIG��GOFNCN;MECHA�MCAH;FM�;�>CMCHN?L?MN

NB;N�CM�=IHMC>?L?>�LO>?�	

���



�� ( >E�@;�19<-@45F1�C5@4�@41�?1:01>K?�<;5:@�;2�B51C��6IO�>IHZN�B; P?�NI

;AL??��<ON�=;H�SIO�@CH>�=IGGIH�ALIOH>�

�� �;:2A?10 � �?7�=A1?@5;:?��1B?L?ZM�HINBCHA�QLIHA�QCNB�;>GCNNCHA�SIO

B; P?HZN�OH>?LMNII>�NB?�M?H>?LZM�JICHN��6IO�G;S�?P?H�B?FJ�NB?

M?H>?L�=F;LC@S�NB?�G?MM;A?�

�� �?@-.85?4�1E1�/;:@-/@	�"-75:3�1E1�/;:@-/@QCNB�NB?�MJ?;E?L��C@

;JJLIJLC;N?�@IL�NB?�=OFNOL?	�CM�CGJILN;HN�

�� +4-@�5?�@41�3;-8�;2�@45?�/;99A:5/-@5;:���ME�SIO LM?F@�NBCM�KO?MNCIH�;N

>C@@?L?HN�JICHNM�>OLCHA�NB?�=IGGOHC=;NCIH�NI�E??J�NB?

CH@ILG;NCIH�@FIQ�IH�NL;=E���?�JIFCN?��!C@@?L?H=?M�CH�IJCHCIH�=;H�<?

NB?�MN;LNCHA�JICHN�I@�=IHM?HMOM�

�� �@K?�3>1-@�@;�.1�?A><>5?10��)CMN?H�QCNB�;H�IJ?H�GCH>��HIN�DOMN�@IL�QB;N

SIO C-:@ NI�B?;L�

��� %-E�-@@1:@5;:�@;�C4-@�5?�:;@�?-50��!I?M�NB?�M?H>?LZM�<I>S�F;HAO;A?

M??G�NI�=IHNL;>C=N�NB?�G?MM;A?��&@�MI��=F;LC@C=;NCIH�G;S�<?�CH

IL>?L�

Sources: �>;JN?>�@LIG�CH@ILG;NCIH�CH��;LL?NN��!��'�������	� !1-01>?45<

/;99A:5/-@5;: ��+?Q�6ILE��*=$L;Q�%CFF�&LQCH��&GJLIPCHA�P?L<;F

MECFFM�������	��/?NLC?P?>�'OFS����������@LIG�NB? �:?@5@A@1�2;>�"-:-3191:@

4?<�MCN?�BNNJ���QQQ�CNMNCG?�=IG�;OA���BNG ��1?H�NCJM���=NCP?

FCMN?HCHA���������'OH?��	��/?NLC?P?>�'OFS����������@LIG�NB?

�;99A:5/-@5;:�-@�+;>7 4?<�MCN?�BNNJ���=IGGOHC=;NCIH�;NQILEH?NQ

ILE�=IG������������N?HNCJM;=NCP?FCMN?HCHA� �

�><<D=820C8>=��A44I4AB

�FDDLE@:8K@FE�=I<<Q<IJ�GLK�8E�<E;�KF�<d<:K@M<�:FDDLE@:8K@FE�9P�D8B@E>�K?<

I<:<@M<I�=<<C�AL;><;�FI�;<=<EJ@M<��.PG@:8C�:FDDLE@:8K@FE�JKFGG<IJ�@E:CL;<�:I@K@:@Q@E>


9C8D@E>
�FI;<I@E>
�AL;>@E>
�FI�J?8D@E>�K?<�FK?<I�G<IJFE��-FD<�<O8DGC<J�F=�K?@E>J�KF

8MF@;�J8P@E>�@E:CL;<�K?<�=FCCFN@E>�

�� .<CC@E>�K?<�FK?<I�G<IJFE�N?8K�KF�;F�

_ ]3FL�DLJKÉ^

_ ]3FL�:8EEFKÉ^

�� .?I<8K<E@E>�N@K?�]FI�<CJ<^�@DGC@<;�

_ ]3FL�?8;�9<KK<IÉ^

_ ]e=�PFL�;FE\KÉ^

�� '8B@E>�JL>><JK@FEJ�FI�K<CC@E>�K?<�FK?<I�G<IJFE�N?8K�K?<P�FL>?K�KF�;F�

_ ]3FL�J?FLC;É^

_ ]eK\J�PFLI�I<JGFEJ@9@C@KP�KFÉ^

�� �KK<DGK@E>�KF�<;L:8K<�K?<�FK?<I�G<IJFE�

_ ]&<K�D<�>@M<�PFL�K?<�=8:KJ�^

_ ] OG<I@<E:<�K<CCJ�LJ�K?8KÉ^

�� $L;>@E>�K?<�FK?<I�G<IJFE�E<>8K@M<CP�

_ ]3FL\I<�EFK�K?@EB@E>�JKI8@>?K�^

_ ]3FL\I<�NIFE>�^

��	

http://www.itstime.com/aug97.htm
http://communication.atwork-network.com/2007/06/04/ten-tips-active-listening/
http://communication.atwork-network.com/2007/06/04/ten-tips-active-listening/


�� "@M@E>�@EJ@E:<I<�GI8@J<�

_ ]3FL�?8M<�JF�DL:?�GFK<EK@8C�^

_ ]e�BEFN�PFL�:8E�;F�9<KK<I�K?8E�K?@J�^

�� *JP:?F8E8CPQ@E>�K?<�FK?<I�G<IJFE�

_ ]3FL\I<�A<8CFLJ�^

_ ]3FL�?8M<�GIF9C<DJ�N@K?�8LK?FI@KP�^

�� '8B@E>�C@>?K�F=�K?<�FK?<I�G<IJFE\J�GIF9C<DJ�9P�><E<I8C@Q@E>�

_ ].?@E>J�N@CC�><K�9<KK<I�^

_ ]�<?@E;�<M<IP�:CFL;�@J�8�J@CM<I�C@E@E>�^

�� �JB@E>�<O:<JJ@M<�FI�@E8GGIFGI@8K<�HL<JK@FEJ�

_ ]1?P�;@;�PFL�;F�K?8K�^

_ ]1?F�?8J�@EaL<E:<;�PFL�^

��� '8B@E>�C@>?K�F=�K?<�GIF9C<D�9P�B@;;@E>�

_ ].?@EB�89FLK�K?<�GFJ@K@M<�J@;<�^

_ ]3FL�K?@EBF<BJC2>FK�GIF9C<DJ�^

(>DA24B��;8GK<;�=IFD�@E=FID8K@FE�@E�.I8D<C
�'�
���,<PEFC;J
�#�������	� �E20BA6C2

92.12?@56=�� E>C<NFF;��C@dJ
�($��*I<EK@:<�#8CC��-8CKD8E
���
���)\�<8
�(���FEa@:K

D8E8><D<EK�NFIBJ?FG�*FN<I*F@EK�GI<J<EK8K@FE��,<KI@<M<;�$LCP��
�����
�=IFD?KKG�N

NN�EJNI;E�:FD�8L:C@<EK7@D8><J�����*�! ���FDDLE@:8K@FE�JKFGG<IJ��,<KI@<M<;�$LCP

�
�����
�=IFD "2;A.9��2.9A5�)<1.F 1<9�J@K<�?KKG�NNN�D<EK8C�?<8CK?�KF;8P�:FD#<8C

@E>:FDDLE@:8K@FEJKFG�?KD�

KEY TAKEAWAY
*;HS�<;LLC?LM�NI�?@@?=NCP?�=IGGOHC=;NCIH�?RCMN��"R;GJF?M�CH=FO>?

@CFN?LCHA��M?F?=NCP?�J?L=?JNCIH��CH@ILG;NCIH�IP?LFI;>��?GINCIH;F

>CM=IHH?=NM��F;=E�I@�MIOL=?�=L?>C<CFCNS��QILEJF;=?�AIMMCJ��A?H>?L

>C@@?L?H=?M��;H>�M?G;HNC=M��1B?�L?=?CP?L�=;H�?HB;H=?�NB?�JLI<;<CFCNS

I@�?@@?=NCP?�=IGGOHC=;NCIH�<S�?HA;ACHA�CH�;=NCP?�FCMN?HCHA�

Exercises
�� *IMN�J?IJF?�;L?�JIIL�FCMN?H?LM��!I�SIO�;AL??�IL�>CM;AL??�QCNB�NBCM

MN;N?G?HN��-F?;M?�MOJJILN�SIOL�JIMCNCIH�

�� -F?;M?�MB;L?�;H�?R;GJF?�I@�BIQ�>C@@?L?H=?M�CH�MB;L?>�G?;HCHA

B; P?�;@@?=N?>�SIO�

�� 4B?H�SIO�M??�;�G?GI�IL�?G;CF�@OFF�I@�NSJIM��JIIL�AL;GG;L��IL

CH=IGJF?N?�M?HN?H=?M��BIQ�>I�SIO�L?;=N��!I?M�CN�;@@?=N�SIOL

J?L=?JNCIH�I@�NB?�M?H>?L��4BS�IL�QBS�HIN�

�� $CP?�;H�?R;GJF?�I@�M?F?=NCP?�J?L=?JNCIH�

�� !I�SIO�OM?�D;LAIH�;N�QILE�IL�CH�SIO L�=F;MM?M��&@�MI��>I�SIO�NBCHE�CN

B?FJM�IL�B;GJ?LM�=IGGOHC=;NCIH��4BS�IL�QBS�HIN�

��


http://www.nswrdn.com.au/client_images/6806.PDF
http://www.nswrdn.com.au/client_images/6806.PDF
http://www.mental-health-today.com/Healing/communicationstop.htm
http://www.mental-health-today.com/Healing/communicationstop.htm


����8S4A4=C�)H?4B�>5��><<D=820C8>=�0=3��70==4;B

�M8@C89C<�LE;<I�I<8K@M<��FDDFEJ�(FE�FDD<I:@8C�-?8I<�C@B<�����eEK<IE8K@FE8C�&@:<EJ<�?KKG�:

I<8K@M<:FDDFEJ�FI>C@:<EJ<J9P�E:�J8���	�

Learning Objectives
�� 2H>?LMN;H>�>C@@?L?HN�NSJ?M�I@�=IGGOHC=;NCIH�

�� 2H>?LMN;H>�BIQ�=IGGOHC=;NCIH�=B;HH?FM�;@@?=N�=IGGOHC=;NCIH�

�� /?=IAHCT?�>C@@?L?HN�=IGGOHC=;NCIH�>CL?=NCIHM�QCNBCH�ILA;HCT;NCIHM�

)H?4B�>5��><<D=820C8>=

.?<I<�8I<�K?I<<�KPG<J�F=�:FDDLE@:8K@FE
�@E:CL;@E>��M<I98C�:FDDLE@:8K@FE�@EMFCM@E>

C@JK<E@E>�KF�8�G<IJFE�KF�LE;<IJK8E;�K?<�D<8E@E>�F=�8�D<JJ8><
�NI@KK<E

:FDDLE@:8K@FE�@E�N?@:?�8�D<JJ8><�@J�I<8;
�8E;�EFEM<I98C�:FDDLE@:8K@FE�@EMFCM@E>

F9J<IM@E>�8�G<IJFE�8E;�@E=<II@E>�D<8E@E>��&<K\J�JK8IK�N@K?�M<I98C�:FDDLE@:8K@FE


N?@:?�@J�K?<�DFJK�:FDDFE�=FID�F=�:FDDLE@:8K@FE�

+4A10;��><<D=820C8>=

0<I98C�:FDDLE@:8K@FEJ�@E�9LJ@E<JJ�K8B<�GC8:<�FM<I�K?<�G?FE<�FI�@E�G<IJFE��.?<

D<;@LD�F=�K?<�D<JJ8><�@J�FI8C��&<K\J�I<KLIE�KF�FLI�GI@EK<I�:8IKI@;><�<O8DGC<��.?@J

K@D<
�K?<�D<JJ8><�@J�9<@E>�:FEM<P<;�=IFD�K?<�J<E;<I��K?<�D8E8><I	�KF�K?<�I<:<@M<I

�8E�<DGCFP<<�E8D<;��@CC	�9P�K<C<G?FE<��1<\M<�8CI<8;P�J<<E�?FN�K?<�D8E8><I\J

I<HL<JK�KF��@CC��]�LP�DFI<�GI@EK<I�KFE<I�:8IKI@;><J�^	�:8E�>F�8NIP��(FN�C<K\J�CFFB�8K�?FN

K?<�J8D<�D<JJ8><�:8E�KI8M<C�JL::<JJ=LCCP�=IFD�J<E;<I�KF�I<:<@M<I�

'8E8><I��JG<8B@E>�FE�K?<�G?FE<	��]"FF;�DFIE@E>��@CC�^

��F�B@6;4�A52�2:=9<F22J@�;.:2��A52�:.;.42?�6@�2@A./96@56;4�.�092.?��=2?@<;.9�96;8�A<�A52

?2026C2?�	

'8E8><I��]3FLI�;@M@J@FE\J�ELD9<IJ�8I<�CFFB@E>�>I<8K�^

�)52�:.;.42?J@�?20<4;6A6<;�<3��699J@�?<92�6;�.�D6;;6;4�A2.:�3B?A52?�=2?@<;.96G2@�.;1

2:<A6<;.96G2@�A52�0<;C2?@.A6<;�	

'8E8><I��])LI�E<OK�JK<G�@J�KF�FI;<I�DFI<�GI@EK<I�KFE<I�:8IKI@;><J��1FLC;�PFL�GC8:<�8E

FI;<I�=FI��
����GI@EK<I�KFE<I�:8IKI@;><J�N@K?�$FE<J��FDGLK<I�-LGGC@<J��)LI�9L;><K�=FI

K?@J�GLI:?8J<�@J����
���
�8E;�K?<�GI@EK<I�KFE<I�:8IKI@;><J�E<<;�KF�9<�?<I<�9P

1<;E<J;8P�8=K<IEFFE�^

�)52�:.;.42?�/?2.8@�1<D;�A52�A.@8�6;A<�@2C2?.9�@A2=@���.05�@A2=�0<;@6@A@�<3�.�@=206M0�A.@8�

A6:2�3?.:2��>B.;A6AF��<?�4<.9�	

�@CC��]-LI<�K?@E>��e\CC�:8CC�$FE<J��FDGLK<I�-LGGC@<J�8E;�FI;<I��
����DFI<�GI@EK<I�KFE<I

:8IKI@;><J
�EFK�<O:<<;@E>�8�KFK8C�F=����
���
�KF�9<�?<I<�9P�1<;E<J;8P�8=K<IEFFE�^

��699��.�:<129�2:=9<F22��?2=2.A@�D5.A�52�5.@�52.?1��)56@�6@�A52�3221/.08�=<?A6<;�<3�A52

0<::B;60.A6<;���221/.08�529=@�56:�?20<4;6G2�.;F�0<;3B@6<;�52�:.F�5.C2�5.1�52.?6;4�A52

:.;.42?J@�:2@@.42���221/.08�.9@<�529=@�A52�:.;.42?�52.?�63�@52�5.@�0<::B;60.A21�A52

:2@@.42�0<??20A9F�	

���

http://creativecommons.org/licenses/by-nc-sa/4.0/
http://creativecommons.org/licenses/by-nc-sa/4.0/
http://creativecommons.org/licenses/by-nc-sa/4.0/


-KFIPK<CC@E>�?8J�9<<E�J?FNE�KF�9<�8E�<d<:K@M<�=FID�F=�M<I98C�:FDDLE@:8K@FE�K?8K

J<IM<J�8E�@DGFIK8EK�FI>8E@Q8K@FE8C�=LE:K@FE�9P�?<CG@E>�KF�:FEJKIL:K�:FDDFE

D<8E@E>J�=FI�@E;@M@;L8CJ�N@K?@E�K?<�FI>8E@Q8K@FE��-KFI@<J�:8E�?<CG�:C8I@=P�B<P�M8CL<J

8E;�8CJF�?<CG�;<DFEJKI8K<�?FN�:<IK8@E�K8JBJ�8I<�G<I=FID<;�N@K?@E�8E�FI>8E@Q8K@FE�

-KFIP�=I<HL<E:P
�JKI<E>K?
�8E;�KFE<�8I<�I<C8K<;�KF�?@>?<I�FI>8E@Q8K@FE8C�:FDD@KD<EK�

.?<�HL8C@KP�F=�K?<�JKFI@<J�@J�I<C8K<;�KF�K?<�89@C@KP�F=�<EKI<GI<E<LIJ�KF�J<:LI<�:8G@K8C�=FI

K?<@I�`IDJ�

1?@C<�K?<�GIF:<JJ�D8P�9<�K?<�J8D<
�?@>?�JK8B<J�:FDDLE@:8K@FEJ�I<HL@I<�DFI<

GC8EE@E>
�I<a<:K@FE
�8E;�JB@CC�K?8E�EFID8C�;8P�KF�;8P�@EK<I8:K@FEJ�8K�NFIB�� O8DGC<J�F=

?@>?�JK8B<J�:FDDLE@:8K@FE�<M<EKJ�@E:CL;<�8JB@E>�=FI�8�I8@J<�FI�GI<J<EK@E>�8�9LJ@E<JJ

GC8E�KF�8�M<EKLI<�:8G@K8C@JK��eE�8;;@K@FE�KF�K?<J<�<M<EKJ
�K?<I<�8I<�8CJF�D8EP�K@D<J�@E

FLI�GIF=<JJ@FE8C�C@M<J�N?<E�N<�?8M<�:IL:@8C�:FEM<IJ8K@FEJ
�N?@:?�8I<�;<`E<;�8J

;@J:LJJ@FEJ�@E�N?@:?�EFK�FECP�8I<�K?<�JK8B<J�?@>?
�9LK�8CJF�K?<�FG@E@FEJ�M8IP�8E;

<DFK@FEJ�ILE�JKIFE>��)E<�F=�K?<�DFJK�:FEJ@JK<EK�I<:FDD<E;8K@FEJ�=IFD

:FDDLE@:8K@FEJ�<OG<IKJ�@J�KF�NFIB�KFN8I;�LJ@E>K.;1L @EJK<8;�F=K/BALN?<E

:FDDLE@:8K@E>�LE;<I�K?<J<�:@I:LDJK8E:<J��eE�8;;@K@FE
�9<�8N8I<�F=�PFLI

:FDDLE@:8K@FE�JKPC<�8E;�GI8:K@:<�9<@E>�a<O@9C<��@K�@J�LE;<I�JKI<JJ=LC�J@KL8K@FEJ�K?8K

:FDDLE@:8K@FE�JKPC<J�:8E�9<:FD<�K?<�DFJK�I@>@;�

OB Toolbox:10 Recommendations for
Improving the Quality of You r

Conversations
�� �1�@41�O>?@�@;�?-E�4188;��2M?�SIOL�H;G?�CH�SIOL�CHNLI>O=NCIH��CH�=;M?

INB?LM�B;P?�@ILAINN?H�CN�

�� (45:7�.12;>1�E;A�?<1-7 ��,O L�CGJOFM?�CM�I@N?H�NI�CGCN;N?�GIPC?M�<S

I@@?LCHA�@;MN��QCNNS�L?JFC?M�CH�=IHP?LM;NCIH��&H�NB?�L?;F�QILF>��;

=;L?@OF�MCF?H=?�=;H�G;E?�OM�MIOH>�GIL?�CHN?FFCA?HN�;H>�JL?P?HN

GCMN;E?M�

�� �1�>1/1<@5B1�@;�:1C�501-?��&@�SIO�>CM;AL??�QCNB�;HINB?L�J?LMIHZM

IJCHCIH��M;SCHA��[1?FF�G?�GIL?�\�=;H�<?�;�GIL?�OM?@OF�Q;S�I@

GIPCHA�@ILQ;L>�NB;H�M;SCHA��[1B;NZM�MNOJC>�\

�� &1<1-@�?;91;:1K?�:-91�@;�E;A >?182�-:0�@41:�-8;A0��C41:�.15:3

5:@>;0A/10��1B?�@ILG�I@�NB?�H;G?�SIO�OM?�G;S�P;LS��#CLMN�H;G?M

QILE�QCNB�J??LM��*L��IL�*M��CM�=IGGIH�QB?H�G??NCHA�MOJ?LCILM�CH

<OMCH?MM�

�� �?7�=A1?@5;:?��1BCM�?MN;<FCMB?M�SIOL�CHN?L?MN�CH�;HINB?L�J?LMIH�

�� !5?@1:�-?�9A/4��52�:;@�9;>1��@4-:�E;A�?<1-7��1BCM�;FFIQM�SIO�NI�F?;LH

H?Q�CH@ILG;NCIH�

�� )?1�1E1�/;:@-/@��"S?�=IHN;=N�MBIQM�NB;N�SIO�;L?�?HA;A?>���FMI��<?

MOL?�NI�MGCF?�;H>�G;E?�MOL?�SIOL�<I>S�F;HAO;A?�G;N=B?M�SIOL

G?MM;A?�

�� "5>>;>�@41�;@41>�<1>?;:��,==;MCIH;FFS�L?J?;N�QB;N�NB?SZP?�M;C>�CH

SIOL�IQH�QIL>M��[6IO�G?;H���\

�� �-B1�-:�1D5@�?@>-@13E�>1-0E��&>?;F�=IHP?LM;NCIHM�;L?�<LC?@��F?;PCHA

INB?LM�Q;HNCHA�GIL?�

�� �



��� �1�<>1<->10���?@IL?�<?ACHHCHA�;�=IHP?LM;NCIH��B;P?�NBL??�MCGJF?

@;=NM�;<ION�SIOLM?F@�;H>�@IOL�KO?MNCIHM�;<ION�MIG?IH?�?FM?�CH

GCH>�

Source: �>;JN?>�@LIG�CH@ILG;NCIH�=IHN;CH?>�CH�$;<IL��!�������	� �;C

@;�?@->@�-�/;:B1>?-@5;:�-:0�9-71�2>51:0?��+?Q�6ILE��)?A;=S��-IMN��"�

�����	� �958E�%;?@K?�1@5=A1@@1�-0B-:@-31�5:�.A?5:1??��+?Q�6ILE�� IFFCHM

)CPCHA��#CH?��!�������	� (41�O:1�->@�;2�?9-88�@-87��+?Q�6ILE��%SJ?LCIH�

,A8CC4=��><<D=820C8>=

eE�:FEKI8JK�KF�M<I98C�:FDDLE@:8K@FEJ
�N?@:?�8I<�FI8C
�NI@KK<E�9LJ@E<JJ

:FDDLE@:8K@FEJ�8I<=?6;A21�:2@@.42@�� O8DGC<J�F=�NI@KK<E�:FDDLE@:8K@FEJ�@E:CL;<

D<DFJ
�GIFGFJ8CJ
�<�D8@CJ
�C<KK<IJ
�KI8@E@E>�D8EL8CJ
�8E;�FG<I8K@E>�GFC@:@<J��.?<P�D8P

9<�GI@EK<;�FE�G8G<I�FI�8GG<8I�FE�K?<�J:I<<E��1I@KK<E�:FDDLE@:8K@FE�@J�F=K<E

8JPE:?IFEFLJ��.?8K�@J
�K?<�J<E;<I�:8E�NI@K<�8�D<JJ8><�K?8K�K?<�I<:<@M<I�:8E�I<8;�8K

8EP�K@D<
�LEC@B<�8�:FEM<IJ8K@FE�K?8K�@J�:8II@<;�FE�@E�I<8C�K@D<����NI@KK<E

:FDDLE@:8K@FE�:8E�8CJF�9<�I<8;�9P�D8EP�G<FGC<��JL:?�8J�8CC�<DGCFP<<J�@E�8

;<G8IKD<EK�FI�8CC�:LJKFD<IJ	��eK\J�8�]FE<�KF�D8EP^�:FDDLE@:8K@FE
�8J�FGGFJ<;�KF�8

FE<�KF�FE<�:FEM<IJ8K@FE��.?<I<�8I<�<O:<GK@FEJ
�F=�:FLIJ<����MF@:<�D8@C�@J�8E�FI8C

D<JJ8><�K?8K�@J�8JPE:?IFEFLJ���FE=<I<E:<�:8CCJ�8E;�JG<<:?<J�8I<�FI8C�FE<�KF�D8EP

:FDDLE@:8K@FEJ
�8E;�<�D8@CJ�:8E�?8M<�FECP�FE<�I<:@G@<EK�FI�D8EP�

(FID8CCP
�8�M<I98C�:FDDLE@:8K@FE�K8B<J�GC8:<�@E�I<8C�K@D<��1I@KK<E�:FDDLE@:8K@FE
�9P

:FEKI8JK
�:8E�9<�:FEJKIL:K<;�FM<I�8�CFE><I�G<I@F;�F=�K@D<��eK�8CJF�:8E�9<�:FCC89FI8K@M<�

'LCK@GC<�G<FGC<�:8E�:FEKI@9LK<�KF�K?<�:FEK<EK�FE�FE<�;F:LD<EK�9<=FI<�K?8K�;F:LD<EK

@J�J<EK�KF�K?<�@EK<E;<;�8L;@<E:<�

0<I98C�8E;�NI@KK<E�:FDDLE@:8K@FEJ�?8M<�;@d<I<EK�JKI<E>K?J�8E;�N<8BE<JJ<J��eE

9LJ@E<JJ
�K?<�;<:@J@FE�KF�:FDDLE@:8K<�M<I98CCP�FI�@E�NI@KK<E�=FID�:8E�9<�8�GFN<I=LC

FE<���J�N<\CC�J<<�9<CFN
�<8:?�JKPC<�F=�:FDDLE@:8K@FE�?8J�G8IK@:LC8I�JKI<E>K?J�8E;

G@K=8CCJ��1?<E�;<K<ID@E@E>�N?<K?<I�KF�:FDDLE@:8K<�M<I98CCP�FI�@E�NI@K@E>
�8JB

PFLIJ<C=��<�P�D.;A�A<�0<;C2F�3.0A@�<?�32296;4@��0<I98C�:FDDLE@:8K@FEJ�8I<�8�9<KK<I�N8P

KF�:FEM<P�=<<C@E>J��1I@KK<E�:FDDLE@:8K@FEJ�;F�8�9<KK<I�AF9�F=�:FEM<P@E>�=8:KJ�

*@:KLI<�8�D8E8><I�D8B@E>�8�JG<<:?�KF�8�K<8D�F=�KN<EKP�<DGCFP<<J��.?<�D8E8><I�@J

JG<8B@E>�8K�8�EFID8C�G8:<��.?<�<DGCFP<<J�8GG<8I�@EK<I<JK<;���LK�?FN�DL:?

@E=FID8K@FE�@J�9<@E>�KI8EJD@KK<;��*IF989CP�EFK�8J�DL:?�8J�K?<�JG<8B<I�9<C@<M<J��.?<

=8:K�@J�K?8K�?LD8EJ�C@JK<E�DL:?�=8JK<I�K?8E�K?<P�JG<8B��.?<�8M<I8><�GL9C@:�JG<8B<I

:FDDLE@:8K<J�8K�8�JG<<;�F=�89FLK�����NFI;J�8�D@ELK<
�8E;�K?8K�G8:<�JFLE;J�`E<�KF

K?<�8L;@<E:<���eE�=8:K
�8EPK?@E>�=8JK<I�K?8E�K?8K�GIF989CP�NFLC;�JFLE;�LELJL8C��.F�GLK

K?8K�`>LI<�@E�G<IJG<:K@M<
�JFD<FE<�?8M@E>�8E�<O:@K<;�:FEM<IJ8K@FE�JG<8BJ�8K�89FLK

����NFI;J�8�D@ELK<�	��8J<;�FE�K?<J<�ELD9<IJ
�N<�:FLC;�8JJLD<�K?8K�K?<�8L;@<E:<

?8J�DFI<�K?8E�<EFL>?�K@D<�KF�K8B<�@E�<8:?�NFI;�K?<�JG<8B<I�;<C@M<IJ
�N?@:?�8:KL8CCP

:I<8K<J�8�GIF9C<D��.?<�8M<I8><�G<IJFE�@E�K?<�8L;@<E:<�:8E�?<8I�����KF�����NFI;J�8

D@ELK<��.?<�8L;@<E:<�?8J:<?2�A5.;�2;<B45�A6:2 KF�?<8I���J�8�I<JLCK
�K?<@I�D@E;J�D8P

N8E;<I�

�J�PFL�:8E�J<<
�FI8C�:FDDLE@:8K@FE�@J�K?<�DFJK�F=K<E�LJ<;�=FID�F=�:FDDLE@:8K@FE


9LK�@K�@J�8CJF�8E�@E?<I<EKCP�a8N<;�D<;@LD�=FI�:FEM<P@E>�JG<:@`:�=8:KJ��&@JK<E<IJ\

���



D@E;J�N8E;<I��eK\J�EFK?@E>�G<IJFE8CZ@E�=8:K
�@K\J�8�:FDGC<K<CP�EFID8C�GJP:?FCF>@:8C

F::LII<E:<��eE�9LJ@E<JJ
�FE:<�N<�LE;<IJK8E;�K?@J�=8:K
�N<�:8E�D8B<�DFI<�@EK<CC@><EK

:FDDLE@:8K@FE�:?F@:<J�98J<;�FE�K?<�B@E;�F=�@E=FID8K@FE�N<�N8EK�KF�:FEM<P�

'FJK�AF9J�@EMFCM<�JFD<�;<>I<<�F=�NI@K@E>���::FI;@E>�KF�K?<�(8K@FE8C��FDD@JJ@FE�FE

1I@K@E>
�����F=�J8C8I@<;�<DGCFP<<J�@E�C8I><��D<I@:8E�:FDG8E@<J�8E;�GIF=<JJ@FE8C

JK8K<�<DGCFP<<J�?8M<�JFD<�B@E;�F=�NI@K@E>�I<JGFEJ@9@C@KP��#8C=�F=�I<JGFE;@E>

:FDG8E@<J�I<GFIK<;�K?8K�K?<P�K8B<�NI@K@E>�@EKF�:FEJ@;<I8K@FE�N?<E�?@I@E>�GIF=<JJ@FE8C

<DGCFP<<J
�8E;�����8CN8PJ�K8B<�NI@K@E>�@EKF�8::FLEK�N?<E�?@I@E>��&L:B@CP
�@K�@J

GFJJ@9C<�KF�C<8IE�KF�NI@K<�:C<8ICP�

#<I<�8I<�JFD<�K@GJ�FE�NI@K@E>�N<CC��.?FD8J�$<d<IJFE�JLDD<;�LG�K?<�ILC<J�F=�NI@K@E>

N<CC�N@K?�K?@J�@;<8��]�FE\K�LJ<�KNF�NFI;J�N?<E�FE<�N@CC�;F�^�*LK�8EFK?<I�N8P
�?8C=�K?<

NFI;J�:8E�?8M<�KN@:<�K?<�@DG8:K��)E<�F=�K?<�FC;<JK�DPK?J�@E�9LJ@E<JJ�@J�K?8K�NI@K@E>

DFI<�N@CC�D8B<�LJ�JFLE;�DFI<�@DGFIK8EK��.?<�FGGFJ@K<�@J�KIL<��&<8;<IJ�N?F�:8E

:FDDLE@:8K<�J@DGCP�8E;�:C<8ICP�GIFA<:K�8�JKIFE><I�@D8><�K?8E�K?FJ<�N?F�NI@K<�8�CFK

9LK�J8P�EFK?@E>�

%DCC8=6��4S4AB>=MB�'D;4BT=C>�2C8>=���8E4�,0HB�C>��><<D=820C4�">A4�,8C7

�4F4A�,>A3B

�� �� %60AB?2�A52�?2026C2?�6;�F<B?�:6;1�/23<?2�F<B�/246;�A<�D?6A2���=K<I�8CC
�8�NI@KK<E

:FDDLE@:8K@FE�@J�8�C@EB�9<KN<<E�G<FGC<�

�� �� �5<<@2�@6:=92�D<?1@��1?<E�@E�;FL9K
�:?FFJ<�K?<�J?FIK<I�NFI;��]�LKFDF9@C<�FI

:8I���8I�^	

�� �� �2 =<96A2�.;1�092.?��3FLI�D<JJ8><�N@CC�D8B<�8�JKIFE>
�:C<8I�@DG8:K�

�� �� ".82�F<B?�:2@@.42�/?623�.;1�16?20A�/F�A?6::6;4�?21B;1.;A�D<?1@�<?�=5?.@2@�

]#8M@E>�K?LJ�<OGCFI<;�FLI�`IJK�FGK@FE
�e�NFLC;�EFN�C@B<�KF�9<>@E�KF�<OGCFI<�K?<

J<:FE;�FGK@FE�K?8K�D8P�9<�FG<E�KF�LJ�^�M<IJLJ�]�=K<I�:FEJ@;<I@E>�)GK@FE��
�e

NFLC;�C@B<�KF�CFFB�8K�)GK@FE���^

�� �5<<@2�@A?<;4��.0A6C2�C2?/@��]e�JL>><JKÉ^�@EJK<8;�F=�]eK�NFLC;�J<<D�KF�D<�K?8K�N<

D@>?KÉ^

,<D<D9<I
�:FE:@J<�NI@K@E>�<HL8CJ�<d<:K@M<�:FDDLE@:8K@FE�

#>=E4A10;��><<D=820C8>=

1?8K�PFL�J8P�@J�8�M@K8C�G8IK�F=�8EP�:FDDLE@:8K@FE��-LIGI@J@E>CP
�N?8K�PFL1<;JA�@.F:8E

9<�<M<E�DFI<�@DGFIK8EK��,<J<8I:?�J?FNJ�K?8K�EFEM<I98C�:L<J�:8E�8CJF�8d<:K�N?<K?<I

FI�EFK�PFL�><K�8�AF9�Fd<I��$L;><J�<O8D@E@E>�M@;<FK8G<J�F=�8:KL8C�8GGC@:8EKJ�N<I<�89C<

KF�8JJ<JJ�K?<�JF:@8C�JB@CCJ�F=�AF9�:8E;@;8K<J�N@K?�K?<�JFLE;�KLIE<;�Fd��.?<P�N8K:?<;

K?<�I8K<�F=�><JKLI@E>
�K@D<�JG<EK�K8CB@E>
�8E;�=FID8C@KP�F=�;I<JJ�KF�;<K<ID@E<�N?@:?

:8E;@;8K<J�NFLC;�9<�K?<�DFJK�JF:@8CCP�JL::<JJ=LC�FE�K?<�AF9��,<J<8I:?�8CJF�J?FNJ�K?8K

����F=�@E�G<IJFE�:FDDLE@:8K@FE�:FD<J�=IFD�EFEM<I98C�:L<J�JL:?�8J�=8:@8C

<OGI<JJ@FEJ
�9F;P�JK8E:<
�8E;�KFE<�F=�MF@:<���::FI;@E>�KF�FE<�JKL;P
�FECP����F=�8

I<:<@M<I\J�:FDGI<?<EJ@FE�F=�8�D<JJ8><�@J�98J<;�FE�K?<�J<E;<I\J�8:KL8C�NFI;J
�����@J

98J<;�FE�G8I8C8E>L8><��K?<�KFE<
�G8:<
�8E;�MFCLD<�F=�JG<<:?	
�8E;�����@J�98J<;�FE

;<;C2?/.9�0B2@�9F;P�C8E>L8><	��.F�9<�<d<:K@M<�:FDDLE@:8KFIJ
�FLI�9F;P�C8E>L8><


8GG<8I8E:<
�8E;�KFE<�DLJK�8C@>E�N@K?�K?<�NFI;J�N<\I<�KIP@E>�KF�:FEM<P��,<J<8I:?

J?FNJ�K?8K�N?<E�@E;@M@;L8CJ�8I<�CP@E>
�K?<P�8I<�DFI<�C@B<CP�KF�9C@EB�DFI<�=I<HL<EKCP


J?@=K�K?<@I�N<@>?K
�8E;�J?IL>�

���



Listen Up and Learn More!
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Don't Use That T one With Me!
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Table 8.1 Placement of the emphasis
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OB Toolbox: Avoid Getting Stuck in the
Storming Phase!
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Learning Objectives
After reading this chapter, you should be able to do the following:
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OB Toolbox: How Can You Stimulate
Conflict?
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